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Abstract 
It is of importance to establish the need companies, institutions or organisations have 
for information to satisfy a specific purpose. Research studies that focus on 
information needs are conducted to assist in providing improved, effective and relevant 
services to the customers who need and use information. Establishing and 
understanding the information needs of Small, Micro and Medium Enterprises 
(SMMEs) in intended to assist in providing insight and intelligence to institutions that 
offer business support services to SMMEs. The intelligence from the research can 
then be used to align the services offered to the SMMEs to be more effective, efficient 
and needs-based (Savolainen, 2017:3).  
The purpose of this research study was to establish what information SMMEs need 
when making use of the services of the University of Johannesburg Centre for 
Entrepreneurship (UJCfE). An overview of the importance of SMMEs is provided as a 
basis to clarify the importance of establishing the information needs and seeking 
behaviour of SMMEs. Having provided an outline of the importance of SMMEs in a 
developing country such as South Africa, it was further highlighted what the 
importance of information to SMMEs is. In addition, an overview of possible challenges 
SMMEs encounter with availability and access to information was provided. The study 
is based on the Customer Focus Theory (CFT), in this case the customer being the 
SMMEs. The CFT considers the customer’s identify location, personality and 
organisation’s experience, where applicable. Furthermore, the theory places 
emphasis on the process of gathering, understanding and using customer 
requirements and information as well as accepting and using feedback from the 
customer to improve customer service.  
The study followed a qualitative research design with the use of a self-administered 
questionnaire as the data collection instrument. The questionnaire was sent through 
electronic mail (email), with an option to complete an online Google form or hard copy 
of the questionnaire, to 434 SMMEs on the University of Johannesburg Centre for 
Entrepreneurship (UJCfE) database. Based on the data collected from the online and 
print questionnaire, the data was analysed following a descriptive statistics analysis 
method through identifying similarities, differences, categories and themes from the 
responses.  
  
 
iv 
 
The SMMEs indicated that they need marketing information, tender information, 
customer information, financial assistance or funding information, networking and 
partnerships information as well as business skills. The SMMEs also indicated that 
they look for information and prefer to find information from the Internet through 
websites and search engines as well as from emails and social media platforms. 
Several challenges were identified, with red tape to accessing information featuring as 
a major challenge. Another big challenge was that the information accessed by the 
SMMEs was incomplete. Recommendations are made in terms of meeting the 
identified information needs according to the preferred information sources identified 
by the SMMEs. The recommendations are aimed at offering options to reduce and 
possibly eliminate the challenges experienced by SMMEs when seeking and 
accessing information. The study concluded by providing a summary of the research.  
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List of definitions 
Information need 
Information need refers to a desire or need for information that will assist in addressing 
a request or query. Information needs arise from something that compels an individual 
or organisation to go out and source information that will be used to close a gap. The 
information need can be considered that an information need comes from a point of 
having a question or challenge. Fulfilling this need means meeting that identified 
challenge or answering that question that exists. Information need can also be defined 
as a desire to fulfil a purpose. In the case of an organisation, it may be a need for 
information to be able to improve business operations or understand market 
developments that affect the business.  
Small business 
A small business is a business created by an entrepreneur or entrepreneurs and has 
a small number of employees. Like entrepreneurship, a small business is started with 
the aim of meeting a need or presenting a solution to market challenges. The business 
may be owned and run by one individual who has started the business. A small 
business may also be defined in terms of small numbers of employees or limited 
turnover.  
State Owned Company/State-Owned Enterprise (SOC/SOE) 
A state refers to the government of a country. Therefore, a State-Owned Company or 
Enterprise is a company that is registered as a company that belongs to the national 
government of the country. The shareholder of the company is the government and 
the company is, therefore, answerable to the government and is most cases offering 
services which are for the society in the country. A SOC may or may not generate 
profit. Any profit or income belong to the government as the shareholder. 
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Chapter 1: Introduction and background 
    
Figure 1.1: Outline of Chapter 1 (Source: Authors own, 2019) 
1.1 Introduction 
The study focuses on the information of Small, Micro, and Medium Enterprises 
(SMMEs) and Chapter 1 provides a layout of what the study entails. This chapter 
provides a background and overview of SMMEs, support available to SMMEs and a 
rationale for conducting the study. Furthermore, in Chapter 1 the research problem 
together with research questions and objectives are outlined, with a brief overview of 
the research design and methodology, followed by limitations of the study and an 
outline of each chapter of the study.  
1.2 Background  
Conducting research on SMMES requires providing an overview that defines SMMEs 
and how they are classified. It is also important to provide an outline of SMME 
development and support in South Africa, and a clear rationale for why it is important 
to conduct the study. 
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The National Small Business Act 102 of 1996 (1996:2) defines a small business as “a 
separate and distinct business entity, including cooperative enterprises and non-
governmental organisations managed by one owner or more which, including its 
branches or subsidiaries, if any, is predominantly carried on in any sector or subsector 
of the economy”. SMMEs are classified as survivalist, micro enterprises, very small, 
small and medium enterprises. This classification focuses on aspects such as 
employees; whether a business operates in the formal or informal sector; annual 
turnover; assets; capital and management structure of the organisation.  
In defining SMMEs, according to the National Small Business Act 102 of 1996 (1996:2), 
unemployed individuals mainly run survivalist enterprises and these enterprises 
operate in the informal sector. Survivalist enterprises are not registered and have no 
formal business rules, agreements or systems. Survivalist enterprises generate limited 
income and have little, if any, assets or capital invested. The second category of small 
businesses is micro enterprises that have a maximum of five employees, are not 
registered and have no formal business rules, agreements or systems. Micro 
enterprises have the potential to be registered and formalised.  
Very small enterprises have a maximum of ten employees and the business operates 
in the formal economy. Very small enterprises are registered business with formal 
business rules, agreements and systems. Small enterprises have a maximum of 100 
employees and operate in the formal economy. Small enterprises are registered and 
have formal documented business rules, agreements and systems. The last category 
is that of medium enterprises with between 100 and 200 employees and operate in the 
formal sector (National Small Business Act 102 of 1996, 1996:2). The small business 
categories described in the two preceding paragraphs are listed in Table 1.1, with 
descriptions of each category.  
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Table 1.1: Categories and description of SMMEs  
SMME category  Description 
Survivalist enterprises - Not registered and operates in the informal sector 
- Limited, if any, income 
Micro enterprises - One to five employees 
- Revenue is below R300 000 per year 
- Basic business skills and /or training 
- Informal with potential to be a formal small business 
Very small enterprises - Formal economy and using technology  
- Maximum of 10 paid employees 
- Includes self-employed artisans and professionals 
Small enterprises - Maximum of 100 employees 
- More established than very small enterprises 
- Formal and registered business 
- Complex management organisation 
Medium enterprises - Maximum of 200 employees 
- Owner managed with a decentralised management  
- Fixed office premises with formal requirements 
Source: Adopted from the National Small Business Act 102 of 1996, 1996:2 
The defined SMMEs and description of each category in the preceding paragraphs and 
Table 1.1 offer a view of how SMMEs are perceived and which institutions are available 
to support SMMEs in South Africa. 
1.3 Small, Micro and Medium Enterprises development and support  
This section offers an overview of how SMMEs are viewed and what development and 
support is available to the SMMEs. There is a view about what contribution SMMEs 
could potentially make in a country. Mahembe (2011:13) considers SMMEs as drivers 
of economic growth in a country, whereby in developing countries such as South Africa, 
SMMEs can drive growth objectives needed to achieve economic development. 
According to Nwachukwu (2012:95), SMMEs are a catalyst for the development of an 
economy in a country. 
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These perceptions about the role of SMMEs in a country’s economy also resonate with 
the South African government. According to Peters and Naicker (2013:13), in South 
Africa, the government considers SMMEs as potential contributors to address 
challenges in the country such as creating employment, reducing poverty and 
inequality. SMMEs are part of the business sector in South Africa and are valuable 
contributors to the country’s economy. The development and growth of SMMEs could 
be a strategic catalyst for economic growth, employment creation and consequent 
decrease in poverty levels (Agupusi, 2017:177). Guliwe (2018:20) reiterates that small 
businesses can decrease unemployment and increased poverty levels South Africa 
faces.  
The Bureau for Economic Research (BER) (2016:5) indicates that after 1994, 
Government placed a strategic policy focus on SMME development and support in 
South Africa. In 1995 the White Paper on SMME development marked the first 
establishment of the South African Policy on the development of SMMEs in the country. 
The White Paper was followed by the establishment of various government institutions 
with clear objectives to oversee and promote the development of SMMEs. Government 
institutions established to support and facilitate assistance to SMMEs include, but are 
not limited to the Industrial Development Cooperation (IDC) established in 1996; Khula 
Enterprise Finance Limited (KEFL) established in 1998; National Empowerment Fund 
(NEF) established in 2004; Gauteng Enterprise Propeller (GEP) established in 2005; 
Small Enterprise Development Agency (SEDA) established in 2006; and the South 
African Micro-Finance Apex Fund (SAMAF) established in 2008. 
Other institutions established include the National Youth Agency (NYDA) established 
in 2008; Technology and Innovation Agency (TIA); Small Enterprise Finance Agency 
[(SEFA), formerly Khula Enterprise Finance Limited (KEFL)]; and Gauteng Growth 
Development Agency (GEDA), (formerly Gauteng Economic Development Agency and 
Blue IQ) all established in 2012. These institutions were established to steer the South 
African Government’s efforts and commitment towards developing entrepreneurship 
and enterprise development in the country (BER, 2016:5).  
 
 
  
 
5 
 
The Department of Trade and Industry (DTI) has always been responsible for policies 
relating to SMMEs. In 2014 the South African Government made a significant 
development by establishing the Department of Small Business Development (DSBD). 
The DSBD’s mandate is to ensure that small businesses are adequately developed 
and have access to a regulatory framework that supports the growth and sustainability 
of small businesses (BER, 2016:5 and DSBD, 2018). Furthermore, the mandate of the 
DSBD is to harmonise and align efforts towards strong, successful and sustainable 
SMMEs that meaningfully impact the economy and decrease unemployment rates in 
the country (DSBD, 2018). The establishment of all the mentioned institutions that 
support SMME development has necessitated the need in this research study to 
establish what information SMMEs need. This is outlined in more detail in Section 1.4.  
1.4 Rationale 
According to Chiware (2008:1), despite SMMEs being considered to make a significant 
contribution in economies, limited access to business information is a challenge 
SMMEs experience and this prevents the SMMEs in advancing or succeeding as 
sustainable businesses. Limited access and availability of information resources to 
establish, sustain and develop a business are some of the limitations SMMEs 
encounter in their business operations. Often SMMEs lack knowledge and 
understanding of what relevant information they need for their businesses to succeed. 
In addition, when SMMEs know what information they need, the SMME lack the 
appropriate knowledge and resources to access the information efficiently (Chiware, 
2008:1). The institutions established to support SMMEs are very important. However, 
the services the institutions offer to the SMMEs need to be needs-based (Myrick, 
2010:32). According to the University of Stellenbosch Business School (2014); small 
businesses have limited appropriate business information. Though SMMEs contribute 
to reducing unemployment, Zulu (2014) highlights that SMMEs still have challenges 
when it comes to meeting their information needs and these challenges result in 
SMMEs not making a contribution to the economy given that they fail and do not 
succeed or if they survive are not sustainable enough to hire employees or have a high 
turnover or profits. Sustainability and survival of SMMEs is a challenge and a 
contributing factor is the lack of appropriate information and varying information needs 
of the SMMEs (Ledwaba & Makgahlela, 2017:156).  
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According to Papachristodoulou, Koutsaki and Kirkos (2017:70), SMMEs have a 
challenge with limited access to enough information and knowledge and when SMMEs 
can access available information, they are not always able to use or manage the 
information to benefit the business. Zondi (2017:624) also identified limited access to 
information as a challenge SMMEs have. Ahmad, Ramayah, Halim and Rahman 
(2017:216) referred to challenging factors impacting on SMME performance and 
success as the absence of marketing information, a limited information environment, 
low consideration of information and low regard for the significance of the information. 
To reiterate SMMEs challenge when it comes to information, Kalitanyi (2019:57) 
highlights that SMMEs struggle with the absence of information about available 
government support initiatives. The challenges SMMEs face with information 
necessitates studies on information needs with the intention of addressing the needs 
and challenges, where possible. 
Another challenge SMMEs face is that according to Worku (2016:135) and Strydom 
(2017:686), the rate at which SMMEs fail is high, as many newly formed SMMEs do 
not succeed beyond three and a half years after their establishment. Gilmore and 
Carson (2018:214) also highlighted that “new SMMEs have a high failure rate; many 
fail in a relatively short period of time”. Bushe (2019:a210) also reiterated that SMMEs 
have a poor survival rate, given that 40% of SMMEs do not succeed beyond one year, 
60% fail within their second year of operation and a further 90% do not succeed beyond 
10 years.  
Given that it was indicated in Section 1.3 that several institutions were established to 
support SMMEs but SMMEs still face information related challenges and also have a 
high failure rate; it became clear that there is a need to conduct a study on SMMEs 
information needs. According to Savolainen (2017:3), information needs-based 
research studies are conducted to assist in improving the effectiveness, efficiency and 
relevance of information services. The SMMEs who make up the population of this 
study are SMMEs on the UJCfE database. The UJCfE was established by the 
University of Johannesburg on 22 September 2006. The centre was established as a 
support centre that assists in facilitating the development of businesses on the African 
continent. The centre is committed to offering “the best in entrepreneurship education, 
development and support to create a new breed of future-fit entrepreneurs” (University 
of Johannesburg (UJ), 2018).  
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The study further aimed at providing insight into what information and support is offered 
by institutions to SMMEs and to ensure that SMME support services are aligned to the 
specific and relevant needs of the SMMEs they are supporting and servicing.  
1.5 Research problem 
With the identified information challenges SMMEs are faced with amid the number of 
SMME support institutions established, the research problem addressed in this study 
was to establish what information SMMEs need when making use of the services of 
the UJCfE. Addressing this research problem assisted in identifying what information 
is important to SMMEs. To achieve this task of addressing the research problem, it 
was important to formulate the main research question and sub-questions aligned to 
the research problem and these questions are outlined in the below section. 
1.6 Research questions  
Research questions assist in ensuring that the research problem is addressed by 
answering various questions aligned to the problem. It was therefore important to 
formulate the main research question, namely: What information do Small-, Micro- and 
Medium Enterprises (SMMEs) need for their businesses? Successfully answering the 
main research question required the formulation of sub-questions as follows:  
- What information do SMMEs need? 
- Where do SMMEs seek information?  
- How do SMMEs prefer to find their information? 
- What challenges do SMMEs encounter when seeking information? 
1.7 Research objectives  
Outlining the research problem of the study was of great importance, as well as 
identifying research questions that assisted in answering the problem statement. 
Equally important was ensuring that there were clear objectives of the study to 
successfully address the research problem. The main objective of the study, aligned 
to the research problem and research questions, was to establish the information 
needed by SMMEs need when making use of the services of the UJCfE.  
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In terms of achieving the main objective, several sub-objectives were formulated to 
carry out the study, and these included:  
- to establish what information SMMEs need; 
- to determine where SMMEs seek information;  
- to establish how SMMEs prefer to find their information;  
- to establish what challenges SMMEs encounter when seeking information. 
To establish answers to the research questions and address the research questions, 
it was important to have a detailed research design and plan in terms of methodology. 
The research design and methodology that were followed, is outlined in Section 1.8.  
1.8 Research design and methodology 
Research design could take a qualitative or quantitative approach (Hair, Samouel, 
Page, Celsi & Money, 2016:153). This study followed a qualitative design method and 
comprised primary and secondary research data collection methods. The primary data 
was collected using an anonymous self-administered questionnaire made available to 
the SMMEs through email and handed out to the SMMEs in print format. The research 
approach of using questionnaires enabled the researcher to collect information that is 
both reliable and objective as the questionnaire was designed in accordance to the 
research questions as well as theoretical knowledge that is structured (Muller, 2016). 
The significance of using a self-administered questionnaire is that, according to 
Vannette and Krosnick (2018: XXII), questionnaires provide an increasingly favourable 
strategy to use to effectively and efficiently collect research data. 
The secondary data was gathered from various published information sources such as 
academic peer-reviewed articles, books, newspaper articles, organisation publications 
and reputable Internet sources. In this study, together with primary data collected, 
secondary data served as an important source to answer the research question of 
establishing what the information needs of SMMEs are. As indicated by Saunders, 
Lewis and Thornhill (2009:256; 2016:316), secondary data is a valuable source of 
information that contributes to partially or fully making available answers to the 
research questions and therefore it is beneficial to include secondary data in the 
research study.  
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Saunders et al. (2016:168) indicate that qualitative data is mostly associated with the 
interpretation given when following a qualitative design requires making sense of the 
subject under study. Data collected from the questionnaires  was analysed 
descriptively given that descriptive statistics studies help to provide a description of 
people or circumstances. The descriptive analysis allows the research collected to be 
analysed answering questions such as ‘what’, ‘where’, ‘who’, ‘when’ or ‘how’ as 
described by Saunders and Lewis (2018:116).  
1.9 Limitations 
According to Hair et al. (2016:153), many institutions offer different services and 
support to SMMEs. Therefore, focusing on SMMEs from one institution (UJCfE) means 
only the views of these SMMEs from this institution are catered for and a 
comprehensive view of the information needs of all other SMMEs in South Africa or 
SMMEs affiliated to other supporting institutions were not considered.  
In addition, in the third quarter of 2017, there were just over two million SMMEs in 
South Africa according to SEDA (2018:1). Therefore, as the study only focused on the 
434 SMMEs affiliated to the UJCfE; many SMMEs did not form part of the study, given 
the study’s limited focus. Furthermore, according to South Africa Government (2018), 
South Africa has nine provinces, namely Eastern Care, Free State, Gauteng, KwaZulu-
Natal, Limpopo, Mpumalanga, Northern Cape, North West and Western Cape. The 
study only focused on SMMEs affiliated to the UJCfE. Therefore, this denotes that the 
information needs of SMMEs in other provinces did not form part of the study. The 
study was conducted at a specific time making it a cross-sectional study which 
Saunders et al. (2016:200) define as a specific or short space of time whereby the 
research took place. Therefore, there may be new developments pertaining to SMMEs 
after the publication of the research or in future and may have an impact on the 
information needs of SMMEs resulting in a limitation of cross-sectional research.  
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1.10 Chapter outline  
Chapter 1: Introduction 
Chapter 1 introduces the study in terms of providing an overview of the main focus of 
the research. The introduction to the research provides detail of the research problem, 
the objective(s) or aim of the study; the sub-problems and background together with 
the rationale for undertaking this research study. Detail in terms of what contribution 
the research study made to the body of knowledge is also provided. Furthermore, the 
limitations of the research study are elaborated. 
Chapter 2: Literature review  
This chapter provides an overview of the information related theoretical framework the 
study was based on. Furthermore, the chapter focuses on the main research objective 
of the research study, which is to establish the information needs of Small-, Micro-, and 
Medium Enterprises (SMMEs) who approach an organisation for assistance and 
support. To successfully complete this chapter; literature regarding the state of SMMEs 
were consulted, the meaning and value of information for business and for SMMEs 
specifically were consulted, and an understanding was gained as to why it is important 
to know and understand what information SMMEs need. Also included in this chapter 
is a look at challenges SMMEs encounter when seeking and trying to access 
information that is needed and relevant for the business. Lastly, recommendations of 
strategies, methods or platforms to improve current information services with a needs-
focus were provided.  
Chapter 3: Research design and methodology 
Chapter 3 focused on the design and methodology aspects of research, including the 
theoretical framework which the research study followed in terms of developing 
knowledge in the subject matter. The research design and methodology outlined and 
substantiated indicated the relevance of the selected design and methods as opposed 
to other research designs and methods. 
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Chapter 4: Findings, analysis and discussions 
Chapter 4 provides a detailed analysis of the research findings based on the listed 
objectives, research problem and sub-questions. Therefore, based on the collected 
data, a critical analysis of the findings is provided and discussed in this chapter to 
ascertain if objectives of the research study were achieved or not.  
Chapter 5: Conclusion and recommendations  
Lastly, a conclusion based on the literature review, findings, analysis and discussions 
are provided in Chapter 5. This chapter indicated if the research objective wa 
successfully accomplished and whether research questions were addressed. 
Recommendations for further studies are also provided in this chapter. 
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Chapter 2: Literature review 
 
Figure 2.1 Outline of Chapter 2 (Source: Author’s own, 2019) 
2.1 Introduction 
This chapter contains the literature review. According to Oliver (2012:1) literature 
review creates the foundation on which the entire study is based, as the literature 
review provides material that supports statements and findings of the study. This 
chapter focuses on various literature themes. Providing a literature review focusing on 
specific themes assists in answering the main research question and sub-questions 
as well as addressing the research problem and objectives.  
2.2 Theoretical framework 
Bezuidenhout (2014:36) defines theory as a reflection through which a phenomenon 
taking place or has taken place can be assessed, studied or explained. A theory 
attempts to simplify and make objects or any phenomena more understandable, 
relatable and easier to address or evaluate. Dziak (2018) defines a theory as a thought 
that may be real but still needs to be proven.  
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In terms of theoretical frameworks, Dziak (2018) defines a theoretical framework as 
an individual idea or collection of ideas that offer a structured approach to research 
studies. Furthermore, a theoretical framework guides research, assist in new 
discoveries, analyse ideas or establish networks and similarities among different 
ideas. A theoretical framework organises research by creating a structure for the 
researcher to work on. A theoretical framework further assists the researcher or 
research in focusing on relevant factors that address the objectives of the research, 
according to Dziak (2018). The theoretical basis of this study is the customer focus 
theory depicted in Figure 2.2 below (Lohan, Conboy & Lang, 2011:46). 
 
Figure 2.2 Customer Focus Theory (Adopted from Lohan, Conboy & Lang, 2011:46) 
Figure 2.2 is a depiction of the various focus areas of the customer focus theory. One 
component of the theory focuses on collecting and understanding of customer 
requirements; collecting and using of customer information; receiving and using of 
customer feedback, as well as improving customer relations. This component is 
therefore considered as a collection of SMMEs information requirements through 
gathering and using the information provided by the SMMEs and by using this 
feedback, improve information services and support offered to SMMEs. The last 
component of the theory is customer focus, which can be understood and described 
as clearly placing the emphasis on the importance of the customer in whatever the 
institution does or plans.  
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All focus areas indicated in Figure 2.2 form part of the customer focus theory and are 
important in understanding customers and any aspects related to carrying research 
on customers who in this study are SMMEs. According to Lohan et al. (2011:43), 
another component of the theory includes customer identity, location, personality and 
experience with the customer. In this study, SMMEs are the customer and focus would 
be on their identity in terms of types of business and other SMMEs classifications. In 
this study it includes location, being SMMEs aligned to the UJCfE. Personality were 
drawn from understanding the information-seeking behaviour of the SMMEs. In the 
case of the research study, experience of the institution with the SMME was not 
included as only the SMMEs information needs were established and not the 
information needs as perceived by the experience of the institution (Lohan et al., 
2011:43). 
According to Durden (2018), the customer focus theory focuses on ascertaining and 
meeting customer needs and, wherever possible, exceeding the needs. It is essential 
for institutions offering services to customers to provide the best possible service 
according to customer needs and expectations. The theory places emphasis on 
knowing the customer, setting achievable customer expectations and ongoing 
communication (Durden, 2018). As a result, based on the assertion of Durden (2018) 
and the description of customer theory of Lohan et al. (2011:43), institutions offering 
services and support to SMMEs who are considered customers are to ensure that all 
efforts are channelled to knowing, gathering and understanding SMME needs. The 
study will only focus on the component of knowing the customer by conducting 
research on the information needs of the SMMEs.  
Knowing and understanding the needs of SMMEs, including information, has the 
potential to assist the institution in providing the best possible service as well as 
meeting or exceeding the needs of the SMMEs, as Durden (2018) asserts.  
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2.3 Data, Information, Knowledge and Wisdom (DIKW)  
 
Figure 2.3 Data, Information, Knowledge and Wisdom Hierarchy (Adopted from 
Wilson, 2009 & Liew, 2013:60) 
It is common practice to hear words such as data, information, knowledge, intelligence 
and wisdom mentioned as though all these words have the same meaning when in 
fact, these words do not have the same meaning. Figure 2.3 is a visual representation 
of the data, information, knowledge and wisdom model that in some instances also 
includes intelligence. According to Hoppe, Seising, Nurnberger and Wenzel (2011), 
data is represented through simple sequences of signs and symbols. Aven (2013:31) 
defines data as symbols that are representative of properties that can be seen or 
properties of things, occasions and situations. Data is also defined as facts of the world 
represented numerically or by symbols (Info Engineering, 2015). Cooper (2017:55) 
defines data as a number, which, on its own has no meaning and therefore needs 
meaning to be assigned to the number.  
According to Aven (2013:31), information refers to data that is processed and can be 
used because it has meaning and significance. Information is processed data which 
answers questions of “who, what, when, where and how many”. According to Info 
Engineering (2015), information is data that is processed, structured and organised. 
Knowledge, on the other hand, provides specific answers to the question of “how” and 
therefore contains instructions. Wisdom refers to a thorough understanding and 
sense-making of a situation. Furthermore, wisdom refers to descriptions, explanations 
and understandings that answer the question “why” and addresses aspects such as 
values and judgement.  
Wisdom
Knowledge
Information
Data
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Wilson’s DIKW model is reflected as a pyramid, given that it starts at the broader 
bottom with the data in its raw form, as explained, and ends with wisdom as more of 
a revelation or a clear understanding of the original data (Cooper, 2017:55). When 
conducting an information related research study, it is important to consider the 
information economy as this is a very important aspect when it comes to any 
information environment discussions. 
2.4 Information economy 
According to Oluwaseye and Tunde (2014:29), businesses operate in an information 
age and there is a great dependence on information everywhere in the world. 
According to Fuchs (2017:66), information economy refers to the production or 
creation of information as well as technologies intended for usage and transferring of 
the information. Information economy can be defined as the combined value of 
information created by organisations that are in the business of creating or producing 
information products and services such as content or technologies. Therefore, 
information economy has to do with economic production of information (Fuchs, 
2017:67). The purpose and role of the information economy are to address the 
problem of information deficiency. Once the need or want for information is known, 
then the creation of information meets and matches the need for information through 
channelling the relevant information for the relevant context. The overall aim of the 
information economy in creating and making improved information available is the 
possible outcome of improved economic development and growth (Zhang, 2017:150). 
According to Bălău and Utz (2017:591), the information economy operates in an 
environment where there are push and pull mechanisms that relate to the demand and 
supply of information. Information pull or demand is when information users take an 
active decision to ask for, find or source information, whereby in the case of this study 
the information users are SMMEs. Information push is considered as information 
supply and refers to a scenario where an institution serving users makes an effort to 
make information available. Information push or supply are platforms from where 
information is available and accessible to information users. Information push 
platforms can be implemented by institutions offering services to SMMEs (Klumpe, 
Koch & Benlian, 2018:4). Having defined information economy, it is important to 
provide an overview of the significance of information to SMMEs.  
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2.5 Significance of information to SMMEs in the information economy 
A description of the information economy was provided in Section 2.4, which now 
enables that an overview of the significance of information to businesses such as 
SMMEs be provided in this Section 2.5. According to Nkamba-van Wyk and Christer 
(2010:7), for a business such as an SMME to be competitive and find new business 
ventures, the SMME needs to have access to relevant information continuously. 
Business information contributes to business improvements and reduces or removes 
uncertainty as well as assist in better decision-making. Information is dynamic and this 
makes it appropriate in the various aspects of a business life cycle and operations. 
Oluwaseye and Tunde (2014:29) state that competitive organisations use information 
to innovate and improve product development, service offerings, internal business 
processes and access new potential markets that the business intends to enter. 
Emphasis on the significance of information is based on its contribution to decision-
making, policy planning, development and implementation. Therefore, “information is 
an important commodity, which has become an essential companion that cannot be 
compromised for anything. It answers questions of different forms, which emerge 
because of plans, goals and projects as well as other required areas. It helps small 
scale traders to faultlessly do their business and stand out” (Oluwaseye & Tunde, 
2014:29).  
Information is a valuable resource to any business owner or manager and enables the 
efficient operation of business activities; planning of business development; increased 
competitiveness; market intelligence to maintain competitiveness; and making 
sustainable and beneficial decisions. Information and its significance to SMMEs can 
be described as a living object that produces and reproduces a continuous clear 
lifecycle that results in a beneficial end-result for the business. Information can further 
improve the mind-set of those in business, according to Oluwaseye and Tunde 
(2014:29). According to Bulley, Baku and Allan (2014:82), information is important to 
any business because information helps the business in planning, strategizing, 
appropriately focusing and making decisions regarding business operations and 
activities. Information is a strategic driver of competitiveness and changes the 
landscape of competition in business environments SMMEs operate in.  
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Pypłacz and Mizera (2015:125) highlight that in business operations, information has 
become a significant contributor for a business to create and maintain a competitive 
strategy and create success. Furthermore, information results in guiding management 
in making important decisions. Information is considered an essential resource that 
impacts on competitiveness in the market in which the business operates. Information 
impacts competition through bringing changes to the structure of the market; creating 
a competitive edge for the business as a business can achieve improved results over 
competitor businesses. Lastly, information enables the business to identify new 
opportunities.  
Papachristodoulou et al. (2017:71) indicate that regardless of how big or small a 
company is; information is critical as it contributes greatly to the success of the 
business being able to be competitive in the market. Shah (2017:13) also highlights 
that in the current business environment, information is a significant part of survival 
and development in the business environments. According to Ledwaba and 
Makgahlela (2017:159) information makes it possible for SMMEs to have a competitive 
advantage in the market. The overview of the DIKW model highlights the significance 
of information. It is therefore essential to elevate the discussion to describe what 
information needs, seeking behaviour and information sources of SMMEs are, as 
discussed in the following sections.  
2.6 Information needs 
It is important to provide a definition and description of what information needs refers 
to, to ensure that the focus of the study is understood. According to Nicholas and 
Herman (2009:18), information need refers to information that individuals, or SMMEs 
in the case of this study, have access to or should have access to. Du Preez and 
Fourie (2010:69) state that business information needs arise because of “a specific 
task that is associated with one or more of the work roles played by the professional”. 
Information needs also arise because of individuals or businesses looking for 
information or answers and this, therefore, results in a need for finding answers to the 
questions or problems (Cole, 2011:1217). Information can be considered as a form of 
a ‘black box’ with a user who has an information query or information need they input 
into an information system or address to a service provider.  
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This information need ‘black box’ may include various elements such as behaviours 
of the information users; the context and reasons the information is required; as well 
as the processing of the required information. This ‘black box’ then serves as a 
processing system to assist in the information needs to be met, taking into 
consideration the various elements mentioned. Taking into consideration the notion of 
the ‘black box’, Cole (2012:189) defines information need as “an adaptive human 
mechanism that drives human to seek out, recognise, and then adapt to changes in 
their social and physical environments”.  
SMMEs have varying information needs, which include information about available or 
upcoming tenders (SA-Tenders, 2015) as well as financial assistance or business 
funding information as highlighted by Agwa-Ejon and Mbohwa (2015) and Worku 
(2016:138). According to Sunday World (2017) information about state tenders may 
be “rewarding and can offer large financial benefit for small businesses”. Kassim, 
Baharuddin, Ariff and Buyong (2016:155) lists information needs of SMMEs as follows: 
information opportunities, funding sources, marketing developments, research 
conducted, sources of raw materials, information about customers, government 
regulations or policies, information about competitors and business registration 
information among many others. 
Information that is also important to SMMEs includes networking opportunities 
information, marketing information, business skills information as well as information 
about market opportunities (Chimucheka, 2015:151; Gilmore & Carlson, 2018:215 and 
Bruwer & Smith, 2018:51-52). Furthermore, the need for marketing information is also 
important to SMMEs given that marketing information will assist the SMMEs in 
proactively, efficiently and effectively promote their products and services to current 
and prospective customers as indicated by Roddy (2018:i,15) and Gilmore and Carson 
(2018:222). According to Gilmore and Carson (2018:218), customers are the core 
strength of SMMEs, because when SMMEs have information about their current and 
prospective customers, the SMMEs will be able to draw up a customer-centric strategy 
that enables the SMMEs to be competitive. Hence, customer information is also 
important to SMMEs (Bushe, 2019:a225).  
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Dorner, Gorman and Calvert (2015:9) define information needs analysis as an 
extremely vital component when it comes to processes that involve decision-making 
for “planning, implementing and evaluating systems” in organisations. A further 
definition by the authors is that information need is an “identification and 
acknowledgement that a client or group has a problem or challenge which needs a 
solution that will fulfil a particular purpose”. Information need is also defined as a 
process that entails making value-added judgements and decisions about information-
related issues that clients or stakeholders encounter (Dorner et al., 2015:10). Case, 
Given and Mai (2016:6) define information need as an acknowledgement that there is 
a lack of knowledge and that lack needs to be satisfied by finding information that will 
meet the need.  
Outlined in Section 1.1 and Section 1.3, SMMEs are important role players in the 
economy in a country like South Africa. Establishing and understanding information 
needs of SMMEs is important to assist in aligning information services for the success 
of SMMEs. Support and services available to SMMEs, need to be needs-based to 
ensure that the intended objectives of the organisation supporting the SMMEs or 
providing information services are achieved. When information needs are known and 
understood, an actionable effort is made to find the information from possible sources. 
The following section will outline information-seeking behaviour together with possible 
information sources.  
2.7 Information-seeking behavior and information sources  
Information is an important resource as outlined in Section 2.5, however, for 
information to add value, an effort needs to be made to find relevant information from 
possible sources. Therefore, the importance of relevant information, the actions to find 
the information, and information sources cannot be separated. The action of looking 
for information can be termed as information-seeking behaviour whereas the platforms 
where information is available is referred to as information sources (Case et al., 
2016:4). Section 2.7.1 and 2.7.2 provide an overview of what information-seeking 
behaviour refers to as well as which possible information sources are available to 
access information needed by businesses such as SMMEs.  
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2.7.1 Information-seeking behavior  
Information-seeking and information-gathering is paramount in finding a lasting 
solution to any questions, uncertainties, problems or business needs (Okello-Obura & 
Matovu, 2011). Information-seeking behaviour is “the skills, capacity and strategies 
used by a user when searching for relevant information”. Information-seeking is the 
process of identifying and considering available, reliable information sources. This is 
the kind of information businesses seek, access and use as it has the potential to 
affect business operations. Information could affect business operations, therefore it 
is important that any business develop appropriate information-seeking behaviour and 
skills towards meeting its business information needs (Oluwaseye & Tunde, 2014:29).  
Kwanya (2016:1) reiterates and defines information seeking behaviour as a process 
of collecting information needed to fulfil a purpose and this process may involve 
people, technology or systems. Seeking and retrieving information takes various forms 
and this is no different in the case of SMMEs. One of the ways SMMEs seek and 
retrieve information or advice is from peers as indicated by Kuhn, Galloway and 
Collins-Williams (2016:190). The information age and advent of technology have 
resulted in businesses seeking information from different information sources to meet 
their information needs (Van den Boer, Pieterson, Van Dijk & Arendsen, 2016:374). 
Case et al. (2016:6) refers to information-seeking behaviour as a conscious action of 
looking for information or intentional finding of information. SMMEs seek information 
in various ways, but it is important to understand where the businesses source 
information. The following section focuses on information sources and provide an 
overview of information sources available to SMMEs. 
2.7.2 Information sources 
According to Mahembe (2011:38), South Africa has various support services available 
for the advancement and development of small businesses. The support services may 
include finance, business skills development, regulations and many others. Many of 
these initiatives, programmes and services are incentive scheme or funding based in 
the form of grant support to small businesses, with partial or full funding or incentive 
options available to the small businesses.  
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Information about the available support programmes and initiatives is available from 
different sources including the Dti website and the Dti’s National Directory of Small 
Business Support Programmes and various other online sources as well as physical 
business service centres. The South African Government has throughout the years 
made available substantial resources, including information, to support SMMEs 
(Malefane, 2013:677. In 2014, the President of South Africa, Mr Jacob Zuma, 
established a Ministry responsible for Small Business Development, the Department 
of Small Business Development (DSBD). This ministry was established considering 
the government’s commitment to economic growth and reducing unemployment. The 
ministry aims to provide improved support to SMMEs by making information available 
to the SMMEs (Zulu, 2014).  
According to Masutha and Rogerson (2014:141), there is also an emergence of 
business incubators, which offer specific business support and specialised assistance 
services to improve and increase the growth of new and small business enterprises to 
be financially and operationally functional and stable. Focusing specifically on 
information sources, Oluwaseye and Tunde (2014:30) identify sources such as 
associations, the World Wide Web (WWW or web) and internal business information 
as some of the information sources available to small businesses. Associations such 
as industry associations have the potential to provide industry and market specific 
information when large information is also available on the web. Lastly, an important 
source of information small businesses needs to consider is internal information 
available in the business (Oluwaseye & Tunde, 2014:30). Various other sources of 
information are available to businesses through the established Department of Small 
Business Development. Information sources that businesses use to seek and access 
information include websites, e-mails, the telephone, mobile phones and physical visit 
to SMME support institutions (Van den Boer et al., 2016:377). As mentioned in 
Section 1.2 and according to Malebana (2017:77), various government institutions 
exist to support SMMEs. These institutions include the Industrial Development 
Corporation (IDC), National Empowerment Agency (NEF), National Development 
Youth Agency (NYDA), and Small Business Development Agency (SEDA), among 
others.  
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The established institutions offer various information and support services to reduce 
the problem of adhering to regulatory requirements, information about business 
development, technology use and sourcing, productivity among much other 
information services (Malebana, 2017:77). Figure 2.4 adopted from BER (2016:5–6) 
depicts the names of the various government institutions and when these institutions 
were established 
 
Figure 2.4 SMME Development and Support Institutions (Adopted from BER, 
2016:5-6) 
Information is important to SMMEs and equally important is also how information is 
made available to SMMEs as well as how the SMMEs access the information. SMME 
support institutions need to centralise their services to SMMEs and make information 
available through online platforms such as the Internet and social media as SMMEs 
prefer to ensure that the needed information is available in real time to the SMMEs 
according to Mamabolo (2014) as well as Sofia and Mendes (2019:75). In Section 2.8 
these issues will be elaborated on. 
1996
1998
2004
2005
2006
2008
2008
2012
2012
2012
2014
IDC
KEFL
NEF
GEP
SEDA
SAMAF
NYDA
TIA
SEFA
GGDA
DSBD
SMME Development and Support Institutions 
- DSBD Department of Small Business Development 
- GGDA    Gauteng Growth Development Agency 
- SEFA Small Enterprise Finance Agency 
- TIA      Technology Innovation Agency 
- NYDA National Youth Development Agency  
- SAMAF  South African Micro-Finance Apex Fund  
- SEDA Small Business Development Agency   
- GEP     Gauteng Enterprise Propeller 
- NEF  National Empowerment Fund   
- KEFL Khula Enterprise Finance Limited 
- IDC    Industrial Development Cooperation 
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2.8 Information availability and access challenges 
Information may be available to SMMEs but access to the information is a challenge, 
according to Mahembe (2011:10). Other developing countries purposely invest in 
functions related to research and development as well as ensuring that relevant 
information is availed to business.  
However, in South African it is different, in that, availability of relevant information for 
SMMEs as well as dedicated research and development functions are a challenge for 
SMMEs (Zulu, 2014). According to BER (2016:9), red tape and regulatory blockages 
to accessing information are one of the challenges SMMEs encounter when seeking 
and accessing information. Often the information is incomplete information, if any 
information is available (Boshoff, 2018). Malebana (2017:80) highlights that good 
support from government is available for SMMEs but access to the information about 
the support services is a challenge for some SMMEs. Some SMMEs do not know that 
there are information and support services available from government entrepreneurial 
support institutions. There is a limited level of awareness when it comes to information 
about SMME support, which results in the available information not being accessed 
and used by the SMMEs (Malebana, 2017:80).  
2.9 Conclusion  
This literature review provided an overview and explanation of the various themes the 
study is focusing on. The themes are related to the research questions and objectives 
and assist in identifying research conducted and published and what different authors’ 
perceptions are on the various themes. Chapter 3 will provide clear detail of the 
research design and methodology. 
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Chapter 3: Research design and methodology  
 
Figure 3.1 Outline of Chapter 3 (Source: Authors own, 2019) 
3.1 Introduction  
This chapter provides a summary of how the research was conducted. The chapter 
starts by providing an overview of what research design and methodology is. Once the 
overview of the two concepts is provided, the study proceeds with providing a detailed 
account of the approach taken to carry out the research. An explanation of how the 
research was conducted is provided using the research themes from Figure 3.2, which 
depicts the research onion by Saunders et al. (2016:124).  
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Figure 3.2 Research Onion (Adopted from Saunders et al., 2016:124) 
Research aims to explain behaviour or phenomena which may have taken place or is 
taking place (Picardi & Masick, 2014:6). Cowles and Nelson (2015:2) define research 
design as a plan of action of how a researcher intends to answer research questions. 
This intended plan of action includes measurement, sampling, data collection and data 
analysis. According to Hair et al. (2016:295), decent and valuable research is a 
product of a planned, well-thought through and informed approach regardless of 
whether the design followed is qualitative or quantitative. Saunders et al. (2016:164) 
clearly state that research design is a plan of the research questions in order to have 
the needs answered in a satisfactory way. Furthermore, Saunders et al. (2016:164) 
state that research design outlines how data is collected, what ethical issues are 
considered, and what the research limits are, if any. Research design is very important 
given that any research project needs clear planning that provides a research project 
framework of how the research is to be carried out. 
According to Zeegers and Barron (2015:61), “research methodology can be 
understood as the reasoning that informs particular ways of doing research, or the 
principles that inform the organisation of research activity”. The research methodology 
is therefore concerned with identifying and discovering new knowledge or further 
advancing knowledge that already exists.  
Philosophy
Positivisim, Critical Realism, Interpretivism, Post-modernism 
or Pragmatisim
Approach to theory development
Abduction, Deduction, Induction
Methodological choice
Mono or multi qualitative or quantitative methods, simple, 
mixed or complex methods
Strategy(ies)
Experiment, survey, archival research, case study, 
ethnography, action research, grounded theory or narrative 
enquiry
TIme horizon
Cross-sectional or longitudinal
Techniques and protection
Data collection and analysis
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The discovery or advancing of knowledge aims to resolve a problem or improve a 
situation (Zeegers & Barron, 2015:61.) In the context of business research Quinlan, 
Babin, Carr, Griffin and Zikmund (2015:4) refer to the implementation of social 
science-based research in business environments to assess different scenarios taking 
place in the business at one point or at different times. In this context of business, 
research means a process of continually searching to gain understanding or to identify 
answers or solutions where needed (Quinlan et al., 2015:4).  
Information that is important to outline in the research project includes specifying the 
philosophy to the adopted; the theory the research is based on; the research 
method(s); the research strategies to the followed; the time horizon the study is based 
on; as well the techniques and procedures followed to collect and analyse the data. 
All these identified aspects form part of the research framework outlined by Saunders 
et al. (2016:124) in the “Research Onion” as indicated in Figure 3.2. To explain and 
provide detail of how this research study was conducted, the themes in the Research 
Onion formed the basis of guiding this research process.  
Indarti (2016:1) refers to Kuhn’s 1962 definition of research philosophical theories, 
namely “the set of common beliefs and agreements shared between scientists about 
how problems should be understood and addressed” and these include ontology, 
epistemology and axiology. The study provides an outline of ontology, epistemology 
and axiology and how each is applied in this research.  
3.2 Ontology 
According to Rose (2015:15), ontology refers to beliefs, assumptions or perceptions 
that relate to the reality of what is seen in the world. Zhu, Kong, Hong, Li and He 
(2015:27) define ontology as “a theory describing the construction of the world”. 
According Boeren (2015:842), ontology perceives reality as something that is away 
from the researcher and is instead represented by objects found in space or in some 
part of the world. Therefore, this means that with ontological assumptions, objects in 
space have a meaning and it is possible to capture and predict reality because of this 
meaning associated with objects (Boeren, 2015:842). Valore (2016:3) defines 
ontology as “the study of what there is” or “the study of being”. “What there is” or 
“being” can be described as what exists in nature or in the world.  
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A researcher’s views pertaining to nature or the world the researcher is researching 
relates to ontological assumptions (Tsang, 2017:1). Ontology places emphasis on 
philosophical assumptions. This is explained in the following section, focusing on 
research philosophies.  
3.2.1 Research philosophy  
As mentioned in the Section 3.2, ontology refers to philosophies in research. 
According to Saunders et al. (2016:124), research philosophy or worldview refers to 
the process of attaining knowledge or understanding about a phenomenon. The 
process of acquiring knowledge involves a researcher identifying which philosophy is 
applicable to the research and guides the views and understandings in the known 
world. Research philosophy is also defined as a system of beliefs or perceptions 
relating to how knowledge is created or developed. Research philosophy is therefore 
mainly concerned with how the researcher creates knowledge. This process of 
creating knowledge may be undertaken consciously or subconsciously and the 
research decisions are influenced by beliefs, perceptions or assumptions in the world 
(Saunders et al., 2016:124). Saunders et al. (2016:135) identify five main research 
philosophies in research and these include positivism, critical realism, interpretivism, 
post-modernism, and pragmatism.  
According to Hair et al. (2016:297), positivism is a research philosophy based on the 
reasoning that reality can be explained objectively. Tsang (2017:1) reiterates that 
positivism is a philosophical perspective based on objectivity, assuming the absence 
of prejudice and personal value attached to the researcher. The philosophy also 
places some examples on an understanding of causality that events happen as a 
result of the prior action. Positivism is considered as mainly on objective research that 
focuses on researching what can be seen (Howson, 2017). In contrast, Saunders et 
al. (2016:138) define interpretivism as a research philosophy asserts that reality is not 
independent of bias, but seeks meanings assigned by individuals in the social context. 
Howson (2017) refers to interpretivism as an aim to gain an understanding of humanity 
and what various social phenomena mean. It is a philosophical perspective that 
asserts that understanding social phenomena is important and that various realities 
are in existence instead of a single existing reality.  
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According to Saunders et al. (2016:138), critical realism attempts to describe what is 
seen and experienced based on possible events taking place at the given time. Critical 
realism is a philosophy concerned with facilitating entrepreneurship and small 
business research as it assists in guiding towards possible business operations 
(Ramoglou, Karatas-Ozkan & Fayolle, 2018:3). Saunders et al. (2016:141) refer to 
post-modernism with a view of the importance of language and authoritative relations 
when explaining phenomena. Lastly, pragmatism considers information as applicable 
only if it leads to action. As a result, pragmatism is concerned with research that 
presents answers and solutions to challenges or problems. Pragmatism is further 
defined as the paring of subjectivism and objectivism, taking into considering differing 
ideas, theories, hypothesis and findings related to research, considering that they 
could lead to actionable outcomes with consequences (Saunders et al., 2016:142-
143).  
According to Saunders et al. (2016:143) pragmatism takes note of the value of visible 
results with practical solutions and answers. It is a philosophy that further focuses on 
the significance of how humans relate to the world as well as focusing on “objective 
reality, stressing the influence of the inner world of human experience in action” 
(Tsang, 2017:3,7). Furthermore, pragmatism considers that knowledge results in an 
actionable outcome, which places emphasis on people and their relation to the world 
they live in (Brinkmann, 2017:91). In addition, Kitching (2018:87) considers 
pragmatism as an emphasis on ideas and opinions that guide research activity.  
The philosophy applied during this study was pragmatic with an ontological 
assumption, given that the research aimed to establish information needs with the 
intention of providing SMME service improvements if needed, based on the findings 
of the study.  
3.3 Epistemology 
Saunders et al. (2016:127) explain epistemological assumptions as philosophical 
assumptions that are initially agreed upon and based on genuine, usable knowledge 
that can be communicated or transferred effectively to recipients or users of the 
knowledge. Epistemology relates data collection and data analysis through abduction, 
deduction or induction means, according to Kennedy and Thornberg (2018:50).  
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According to Issa and Pick (2015:23), abduction refers to the “uncovering and relying 
on the best of a set of explanations for understanding one’s results”. Abduction 
considers what has happened or what is and aims to provide answers or clarity. 
Therefore, it considers an existing finding or scenario and attempts to reason the basis 
of the finding or scenario. It is the initial stages of an unknown and seeking a solution 
(Plowright, 2016:37, 39). Abductive reasoning collaborates logic and instinct and 
needs the researcher to think out of the box and draw a hypothesis from observation 
or circumstance (Tsang, 2017:7).  
Deduction refers to examining results discovered from experiments, observations or 
research to develop an explanation about these discoveries (Picardi & Masick, 
2014:7). Plowright (2016:37) indicates that it focuses on developing possible answers, 
explanations or predictions. Furthermore, “deduction focuses on the generation of a 
number of observable, empirical predictions that arise from the initial explanatory 
hypothesis or the questions asked during the abductive stage of inquiry” (Plowright & 
Peirce (2016:41). In addition, Saunders et al. (2016:145) indicate that when evidence 
is true then the results are bound to be true and there is generalisation, which takes a 
general view and draws specific details. Therefore, the deductive theory aims to verify 
what exists as true and falsify where relevant and is thus more scientific given that 
conclusions are tested.  
Lastly, Picardi and Masick (2014:7) indicate that through inductive reasoning in 
research, existing literature is reviewed to gain a clear understanding of what research 
has done before. According to Plowright (2016:37), inductive reasoning attempts to 
test the explanations through experiments or investigations. As a result, induction 
considers answers, conclusions and explanations derived from abduction and 
deduction as explained by Plowright (2016:43). The inductive theory uses known 
theories or information to draw a conclusion that is not tested or initially researched or 
verified. It takes specifics and draws general conclusions. With inductive theory, data 
is collected and used to ‘explore phenomena’ to establish themes and build a 
conceptual framework based on the explored phenomena to create new theories or 
information. With induction, a researcher may start piloting data collection and make 
an analysis to gain understanding and create a theory drawn from the analysis or 
explanations.  
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A study on establishing and understating business information needs as well as 
information-seeking behaviour aims to collect data on what the information needs are, 
analyse and interpret the gathered data to draw findings from the data. The initial 
premise is that SMMEs have information needs and the aim is to establish what these 
needs are and how they fulfil the needs. An inductive approach was suitable for this 
study given that the aim was to establish the information needs of SMMEs and draw 
insights from the findings.  
3.4 Methodological choice: strategies, techniques and procedures  
Mouton (2001:55) defines research design or methodological choice as “a blue-print 
of how you intend conducting the research”. Research design is a detailed layout of 
the planned research study and the process followed to answer the research questions 
and address the intended objectives. In this case, the research questions and 
objective guide the research design that the study follows. This choice or plan takes 
the form of a qualitative, quantitative or combined method (qualitative and quantitative) 
approach using different data gathering methods depending on the purpose of the 
research project (Dudovskiy, 2016:36 and Hair et al., 2016:153).  
Qualitative research is research related to words, sounds, feelings, emotions, colours 
and other non-quantifiable elements collected through questionnaires, observing 
participants or events, interviewing respondents, undertaking action research and 
conducting focus groups (Dudovskiy, 2016:36). Qualitative research is more 
representative visually or textually and can be carried out in the form of conducting 
structured or unstructured interviews, case studies and focus groups, among other 
methods (Hair et al., 2016:153). File, Mueller, Wisneski, Basler and Stremmel 
(2017:48) describe the aim of qualitative research as “to interpret, explain, deeply 
understand, and reframe phenomena.” According to Polit and Beck (2017:53), 
qualitative research involves an on-going process by the researcher investigating and 
interpreting data in order to make a conclusion about the progression of the research 
in terms of the findings. Howson (2017) briefly defines qualitative research as a type 
of research design where large data is created from small objects of the research.  
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Qualitative research is also a design appropriate when carrying out research with 
people as the main subjects of enquiry and the focus is on making links between 
various aspects that involve people. Furthermore, qualitative research appreciates the 
reality of what is said, what is done and what is thought by people at the time research 
takes place and as a result links and identifies meanings during this process. 
Qualitative research design is also characterised by being flexible and due to flexibility, 
it is possible to amend the research design as and when the need arises during the 
research process accordingly, as Roller and Lavrakas (2015:8) clearly highlight. 
As opposed to qualitative research, Howson (2017) defines quantitative research as 
gathering data from many participants, possibly between hundreds and thousands, to 
understand and get answers to different research questions. Quantitative research 
tends to focus on measurements that rely on the use of numbers and is aligned to 
statistics (Hair et al., 2016:153). Examples of quantitative data include, but are not 
limited to, reports generated from sales the company made; records of the financial 
performance of a company and structured questionnaires or surveys (Hair et al., 
2016:296). According to Dubey, Kothari and Awari (2016:1), quantitative research 
involves the collating, presentation, synthesis and interpreting of data meaningfully 
and this is undertaken using various tools and instruments. Polit and Beck (2017:53) 
identify quantitative research as research that forms part of a progressive planned 
process with specifically defined tasks. The study followed a qualitative research 
design with the use of an anonymous self-administered questionnaire as the data 
collection instrument; allowing participants an opportunity to complete the 
questionnaire in their own convenient time and space outlining their own view of 
information needs. 
3.4.1 Data collection 
Phenomena in the world can be described and explained through conducting research 
and for the research process to be conducted and concluded, there is a need to collect 
data in different forms and from various sources. This process in research is termed 
data collection (Hair et al., 2016:194). Therefore, section 3.4.1 explains the data 
collection process followed in this study. 
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3.4.1.1 Primary data 
The study followed a qualitative approach with an anonymous self-administered 
questionnaire used to collect data. The questionnaire included a cover letter informing 
respondents about the study and what the study intends to establish. The cover letter 
also included an option for the respondents to consent to participate in the research 
before they completed the form. The participants had an option of completing the 
online version on Google forms or completing the hard copy made available to the 
SMMEs at a training workshop offered by the UJCfE.  
Research can be conducted on a cross-sectional basis carrying out the research at a 
point in time or longitudinally over a longer period. Cross-sectional design in qualitative 
research allows research to be conducted at a specific time whereas longitudinal 
design ensures the researcher can carry-out research over a specific period (Edmonds 
& Kennedy, 2013:108).  
Self-administered questionnaires have become a useful, different form of conducting 
research as they do not intrude participants’ privacy; they allow for flexibility and are 
not expensive. The online self-administered questionnaires provide participants with 
the opportunity to complete the questionnaire at a convenient time appropriate without 
any coercion (Durand, 2016:61). Self-administered questionnaires enable participants 
an opportunity to provide delicate information that provides more accuracy in the data 
collected because participants feel free to provide this information anonymously in a 
comfortable and preferred environment without the pressure of a researcher 
personally collecting the data or asking the questions (Tourangeau, 2018:44).  
3.4.1.2 Secondary data 
Secondary data was gathered from information sources varying from academic peer-
reviewed articles, books, newspaper articles to organisation publications such as 
annual reports and reputable Internet articles. Secondary data complements primary 
data by providing supporting information that answers the research question of 
establishing the information needs of SMMEs. Saunders et al. (2009:256) highlight 
that secondary data can add value to fully or partially answer the research questions 
hence secondary data was also included in this study.  
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Hair et al. (2016:116) defines secondary data as “data used for research that was not 
gathered directly and purposefully for the project under consideration”. Secondary 
data assists to answer and addressing the research questions (Hair et al., 2016:116). 
As recommended by Saunders et al. (2016:90) secondary data was sourced following 
a comprehensive process of: 
- Identifying the main keywords of the study and themes; 
- Identifying, accessing and searching academic databases for journal articles 
which included: African Journals (formerly SAePublications), EBSCOhost, 
Emerald Insight, Google Scholar, SAGE Online Journals, Science Direct, 
Taylor and Francis and Wiley Online Library; 
- Accessing and searching the UJ Library Catalogue for print and eBooks;   
- Accessing and searching the UJ Library Search Engine UJoogle; 
- Accessing and searching the Internet as well as South Africa Government 
Websites. 
In accessing and searching various sources identified above, it was important browse, 
scan and read the information retrieved to ensure that it is relevant and useful to 
address the objectives of the study. Therefore, relevance, value and time period were 
important when deciding which secondary data is important to include in any study 
according to Saunders et al. (2016:105-106). 
3.4.2 Population and sampling 
3.4.2.1 Population  
Witkin and Altschuld (1995:10) as well and Altschuld and Witkin (2000:9) place 
emphasis “on the people in the system” when it comes to assessing needs of the 
population with a focus on three levels of information needs. The three information 
needs levels include Primary Level 1 focusing on service receivers; Secondary Level 2 
focusing on service providers and policymakers such as government, and Tertiary 
Level 3 focusing on resources and solutions specific to meeting information needs.  
  
 
35 
 
The SMMEs who make up the population of this study are 434 SMMEs on the UJCfE 
database. The UJCfE was established by the University of Johannesburg on 
22 September 2006. The centre was established as a support centre that assists in 
facilitating the development of businesses on the African continent. The centre is 
committed to offering “the best in entrepreneurship education, development and 
support to create a new breed of future-fit entrepreneurs” (University of Johannesburg 
(UJ), 2018).  
 In terms of the three levels of information needs, the SMMEs are Primary Level 1 
services receives as they are clients of the centre. The UJCfE is Secondary Level 2 
as the institution offering services to SMMEs. Whereby the resources or programmes 
the centre provides to the SMMEs are Tertiary Level 3, based on how Witkin and 
Altschuld (1995:10) and Altschuld and Witkin (2000:9) describe the three levels of 
information needs. The three levels are illustrated in Figure 3.3 below. 
 
Figure 3.3: Three levels of information needs (Adopted from Witkin & Altschuld, 
1995:10 and Altschuld & Witkin, 2000:9) 
As indicated at the beginning of Section 3.4.1.1 regarding the three levels of 
information needs, the target population under study were the 434 SMMEs on the 
UJCfE database. Tillé and Matei (2016:312) define population as a specific group or 
set of people, families, organisations or institutions. The research population is 
classified as a target population or sampling frame. Target population refers to an 
intentional or specific group of the populations. Hair et al. (2016:172) also define the 
population as “the total of all the elements that share a common set of characteristics. 
The elements of a population can be stores, hospitals, companies, groups or people 
and these elements have the same or similar interests or features (Hair et al., 
2016:172).  
Primary Level 1
Information Needs: Service Receivers
Secondary Level 2
Information Needs: Policymakers and Government 
Institutions (Institutions offering services to Small, Micro 
and Medium Enterprises SMMEs) 
Tertiary Level 3
Information Needs: Resources and  Programmes
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Once a population is identified for the research, it is important for the researcher to 
select a sample following a specific sample selection method. The sampling method 
employed in this study is outline in Section 3.4.2.2. 
3.4.2.2 Sampling 
According to Hair et al. (2016:172), sampling is part of the overall research design and 
methodology process. When it comes to research, there are various objectives 
including decision-making or answering questions through knowledge creation, which 
results from the research study. Therefore, it is very important that when sampling, 
data is collected from individuals, groups or subjects who have knowledge or 
experiences about the topic under study. The sample needs to be representative of 
the population (Hair et al., 2016:173). Given that, various factors influence the process 
of sampling. According to Yin (2016:178), this process of selecting a population can 
be carried out in various ways such as through: 
- probability sampling that refers to the researcher identifying and choosing 
elements in advance; 
- nonprobability sampling referring to sample elements being included or 
excluded based on the researcher’s choice;  
- simple random purposive sampling which is direct and allocates the same 
chance to each element of the sample to participate in the study; or 
- systematic sampling instead is a random choice of a specific starting point from 
a list the research is using (Yin, 2016:178). 
Given that various sampling methods exist; it would be ideal for a researcher to collect 
data from each member of a population under study through a census. However, 
unfortunately, this is not always a possible option given various constraint factors such 
as time, cost and research problem. Hence, there is a need to identify and select an 
appropriate sampling method to draw a population for the study (Hair et al. 2016:171).  
The sampling method followed in this study was simple random purposive sampling 
that is a purposeful decision by the researcher to identify and use a specific sample 
from a chosen population (Hair et al., 2016:172).  
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A questionnaire was sent through email to 434 SMMEs on the UJCfE database who 
were purposely selected from the population. The SMMEs were sent an anonymous 
self-administered questionnaire through email and handed out in print format. This 
was an appropriate sampling method given that the SMMEs are available and 
conveniently accessible through the centre. Simple, random, purposive sampling was 
also the appropriate sampling method followed, given that each SMME on the UJCfE 
database was afforded a chance to participate in the study by being forwarded the 
questionnaire through email.  
According to Tillé and Matei (2016:319), random purposive sampling offers the same 
opportunity to include all possible samples. Furthermore, collecting data from SMMEs 
on the UJCfE as a target population is a form of purposive sampling given that in 
qualitative research designs, the sampling process is mostly purposive. Qualitative 
research follows purposive sampling due to the need to source samples that provide 
comprehensive information about the issue or question that the research aims to 
establish (Swaminathan & Mulvihill, 2017:38). 
3.5 Axiology 
According to Crowe (2016), axiology is “the study of value”. Saunders et al. (2016:128) 
define axiology as “the role of values and ethics within the research process”. This 
assumption looks at the way researchers address their values and those of the 
research participants. File et al. (2017:10) define axiological assumptions as the 
“nature of ethics”. This pertains to what makes up values in research and how the 
research can be conducted in an ethical manner.  
3.5.1 Ethical considerations 
Mouton (2001:239-245) highlights the following ethical issues that are important when 
conducting a research study:  
- Being objective throughout the study without bias that suits the researcher; 
- Ensuring that there is no plagiarism by seeing to it that all information or sources 
are correctly acknowledged;  
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- Not changing or amending of collected data from how it was originally collected 
to suit or influence the results of the study; 
- Collecting and safely keeping data. 
When it comes to research, ethical conduct requires consideration of ethical principles 
such as anonymity and confidentiality, informed voluntary consent after access is 
granted, truthfulness, protection of participants from danger or risk (Eriksson & 
Kovalainen, 2008:63). Research ethics is “the appropriateness of the researcher’s 
behaviour in relation to the rights of those who become the subject of a research 
project, or who are affected by it” (Saunders, Lewis & Thornhill, 2009:600).  
The ethical requirements of the University of Johannesburg and of research were 
considered during this research study and these included access, right to privacy, 
confidentiality and anonymity. Prior consent from the SMME support institution 
(UJCfE) to access the SMMEs associated with the institution was essential. Obtaining 
informed consent from the participants was important. Participants’ voluntary 
participation or the right to withdraw from the study was observed maintained. In 
addition, it was essential to ensure that the study is conducted with no harm, disruption 
or violation of privacy to the participants (Saunders et al., 2009:193). In a research 
study, there is a great need for an undertaking to be made to ensure that research is 
conducted responsibly and ethically without any misconduct, fabrication, falsification 
or plagiarism (Comstock, 2012:22).  Ethical issues such as privacy, confidentiality and 
the right to anonymity were observed during this research study in the following way: 
- A research proposal was submitted to the Department of Information and 
Knowledge at the University of Johannesburg (UJ) for approval. 
- Ethical clearance was granted by the UJ with an ethical clearance number. 
- A letter (Annexure A) requesting permission to conduct the study with SMMEs 
on the UJCfE was sent through to the Director’s Office of the Centre;  
- Feedback from the Directors Office to conduct the research was granted 
through email (Annexure B). 
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- A self-administered questionnaire informing the participants of the purpose of 
the study was sent through email to the participants who are on the UJCfE 
database. The questionnaire included a clear description of who is conducting 
the studying and the purpose of the study. To ensure informed consent, the 
questionnaire also included a tick box where participants gave their permission 
to participate in the study.  
- The questionnaire explained that the study was voluntary and participants can 
withdraw from the study if needed.  
- Participants’ feedback and their information was treated confidentially to honour 
their privacy. 
- In line with the Protection of Information Act (POPI) 4 of 2013, the researcher 
ensured that information of participants who completed and returned 
questionnaires were kept confidential and not distributed.  
- Consultations and discussions were on a continuous basis with the Research 
Supervisor to ensure that any gaps in ethics were addressed. 
- The final dissertation was made available to the Director’s Office of the UJCfE 
to ensure all information included was acceptable and confirmation was 
received through email to proceed with submitting with the examination 
(Annexure D).  
Creswell and Poth (2018:53) highlight that any research project that is undertaken 
needs to take into consideration ethical matters which may arise during the research 
process and appropriate steps or plans need to be taken to mitigate the potential 
ethical matters.  
The considerations include respect for people participating in the study; respect for the 
privacy of participants and data; sufficient protection of people participating in the 
study; as well as a fair and equitable selection of participants among many 
considerations (Creswell & Poth, 2018:53). 
  
 
40 
 
3.5.2 Accuracy, reliability and validity 
Donley (2012:88) considers accuracy, reliability, and validity as very important in any 
research study. Reliability, trustworthiness and validity are also very important to 
consider during research, given that these three concepts are aligned to the quality of 
the collected data and the accuracy of presented results’ and findings.  
Reliability focuses on results remaining the same even if a different researcher were 
to conduct the very same study, according to Donley (2012:89). To ensure accuracy 
and reliability, it was essential that the research questions in the study result in the 
same results even when the same questions are asked differently. Alternatively, if a 
different researcher were to conduct the same study using the same population or if 
the same research were to be conducted in a different context, there would be the 
same or similar outcome (Howson, 2017). According to Donley (2012:89), validity 
refers to results being accurate when carrying out the research process. Quinlan et al. 
(2015:24) defines validity as a representation of: “how logical, robust, sound, 
reasonable, meaningful and useful is the research; the accuracy of a measure; or the 
extent to which a score truthfully represents a concept”. To ensure validity, it was 
essential to ensure that accurate results were gathered and analysed based on 
reliable research questions. The accuracy of the results from the study were accurate, 
mitigating any potential errors. Validity was also ensured through ascertaining 
validation of respondents as well as providing a clear outline of the data collection and 
data analysis carried out in this study, as detailed by Howson (2017) as some of the 
ways to ensure the validity of a research study. Alwin (2016:531) define reliability as 
the level of which measurement stays regular or consistent even if different 
circumstances prevail, as maintained in the study.  
3.6 Time horizon 
Cross-sectional and longitudinal time horizons are time horizons that can be 
distinguished in research processes. Cross-sectional refers to a specific or a limited 
time or account of the research, whereas longitudinal refers to a much longer period 
or diary account of events, as Saunders et al. (2009:155) and Saunders et al. 
(2016:200) indicate. Cross-sectional is also defined by Jann and Hinz (2016:111) as 
“a design in which a sample of respondents is surveyed only once at a specific point 
in time”.  
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The study is cross-sectional as it was conducted focusing on SMMEs information 
needs at a particular time during 2019 associated with a specific institution (UJCfE) at 
the time of the research.  
3.7 Data analysis  
Data analysis and interpretation is a vital part of any research process, as findings 
need to be understood and presented to be useful, as Saunders et al. (2009:480, 
2016:496) highlight. Having conducted the study following a qualitative design with the 
use of an anonymous self-administered questionnaire, the collected data required 
detailed and structured processing and analysis to give meaning to the data and make 
the information useful and implementable. With the use of different types of 
quantitative methods in the form of statistics or graphs, researchers can evaluate, 
convey, explain and identify possible relationships and correlations in the collected 
and analysed data (Saunders et al., 2016:496). Various programmes and software 
exist to analyse and give meaning to data such as spreadsheets (Excel) or ATLASti 
for qualitative analysis, IBM SPSS or StatsView for quantitating data analysis. When 
preparing data for analysis, a number of factors need to be considered, including which 
programme or software to use, and these include: 
- the sample size; 
- the different types of available or collected data; 
- the structure of the programme or software needed; 
- the coding of the data and data input process; 
- the importance of measuring differing cases, where applicable; and 
- the mistake checking process.  
As a result, the study followed the above-mentioned steps to ensure that the collected 
data was accurately analysed to address the research question of establishing what 
the information needs of SMMEs are. Given that descriptive research aims to provide 
descriptions and characteristics of a phenomena, the analysis followed in this study 
was descriptive. The analysis aimed to provide answers to the ‘what’ question 
(Nassaji, 2015:129).  
The Microsoft programme, Excel, was the main programme used to code, input, 
analyse and order the collected data so as to ensure that the information needs of 
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SMMEs are outlined. “Excel is incredibly powerful” when used appropriately and 
leveraging the offerings it has, according to Cox (2016:13). A detailed outline of the 
analysis process and outcomes is provided in Chapter 4.  
3.8 Research limitations 
The study was conducted at a specific time making it a cross-sectional study which 
Saunders et al. (2016:200) define as a specific or short space of time account of the 
research. Therefore, there may be new developments pertaining to SMMEs after the 
publication of the research or in future which may have an impact on the information 
needs of SMMEs resulting in a limitation of cross-sectional research. According to the 
Government of South Africa (2018), there are nine provinces in South Africa namely 
Eastern Cape, Free State, Gauteng, Kwazulu-Natal, Limpopo, Mpumalanga, Northern 
Cape, North West and Western Cape. The study’s focus on SMMEs who are on the 
database of the UJCfE based in the Gauteng province, meaning that many other 
SMMEs from other provinces or those not on the database of the centre were not 
included / automatically excluded from the study. In addition to the nine provinces 
indicated; SEDA (2018:1) highlights that in the third quarter of 2017, there were 
2 252 286 million SMMEs. Sending a questionnaire to SMMEs who are only on the 
UJCfE database results in a limited number of SMMEs forming part of the study, given 
that there are many SMMEs in the country across the nine provinces (BER, 2016:2 
and South Africa Government, 2018).  
3.9 Conclusion 
The aim of Chapter 3 was to offer a detailed map of the philosophical assumptions of 
the study and provide an outline of how the research was conducted. The study used 
the Research Onion by Saunders et al. (2016:124) that provided a visual diagram of 
the various steps and approaches possible during research. Some of the approaches 
were described and linked to each of the steps taken to conduct this study. A 
qualitative research design was followed using a self-administered questionnaire with 
close and open-ended questions to collect the data following a pragmatic approach 
based on inductive reasoning. Data was analysed following a descriptive analysis 
approach of data analysis and this process is explained in Chapter 4. It was important 
to ensure that this clearly outlined how the research was carried out before the data 
was analysed and findings presented.  
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Chapter 4: Research findings 
 
Figure 2.1 Outline of Chapter 4 (Source: Authors own: 2019)  
4.1 Introduction 
Chapter 4 builds on Chapter 3, which was a map of how the research study was 
conducted. This chapter, Chapter 4, focuses on presenting the findings from the study 
based on data collected from the SMMEs. The study followed a qualitative design 
adopting an inductive approach that involved identifying themes from the collected 
data and formulating assumptions and conclusion. As mentioned in Section 3.4.1., 
data was collected through a self-administered semi-structured questionnaire made 
available to a population of 434 SMMEs on the UJCfE database. The questionnaire 
was emailed to the SMMEs with a Google Form link. It was also made available to the 
SMMEs at a Training Workshop. Emailing and making available a printed copy of the 
questionnaire made it possible for the SMMEs to complete the questionnaire online or 
complete a hard copy. A total of 24 participants responded, resulting in a response 
rate of 5.5% calculated using the following formula from Saunders et al. (2016:282).  
Total response rate    =  total number of responses 
   total number in sample – ineligible 
=        24 
           434 – 0 
=              5.5 % 
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The analysis aims to provide answers to the ‘what’ question (Nassaji, 2015:129). 
Furthermore, descriptive analysis “aims to describe or provide an overview of a 
research object under study through samples or data that have been collected and 
make conclusions generally accepted” (Febriani, Dewobroto & Anggraini, 2017:2). 
According to Eller, Gerber, and Robinson (2018:11), descriptive analysis attempts to 
make information available regarding the world. As a result, descriptive analysis 
“answers the questions that start with who, what, when, where and how many”. When 
analysing data descriptively the aim is to first know where the data is concentrated, 
second how much variability the data has and third know the outcome of the data. 
Therefore, descriptive analysis allows a clear understanding of the data (McEvoy, 
2018:20). The analysis process followed during this study was descriptive, given that 
descriptive research aims to provide a description and characteristics of the 
phenomena, in the case of the phenomena referring to the information needs of the 
SMMEs under study.   
4.2 Findings  
4.2.1 Section A: biographic information 
The biographic information questions were aimed at gathering information about the 
respondents in terms of their personal profiles. It is important to understand who is 
answering the questions and who needs information in the company. The personal 
profile questions allow for an understanding of the human resources (people) behind 
a company given that no company operates on its own. It needs to be run and 
managed by an individual or individuals. Therefore, it is of essence that the information 
needs of companies and the needs of the individual(s) running the companies be 
established. It is important to know who the individual(s) are since they are the 
decision-makers and are the ones who would use the information for the business.  
Question 1: What is your gender? 
Of the 24 respondents, 10 were female and 14 were male, indicating that the majority 
of the sample was male. 
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Question 2: What is your age range? (Please select only one option) 
From the total responses, 11 respondents were between age 18-35, nine were 
between 36-50, three were between 51-60, one respondent opted not to provide 
information about his/her age and one more respondent opted not to respond to the 
question of age.  
Question 3: Which population group do you belong to? 
South Africa being a country with multiple races, of the 24 respondents, 21 were 
African, two Coloured and one Indian.  
Question 4: What is your position or role in the company? 
From the total of responses received, 11 of the respondents are Directors in the 
companies they work for, 10 are owners of their companies, two are in Executive or 
Senior Management and one is a Chief Executive Officer (CEO) in the company. 
4.2.2 Section B: company information 
Section B of the questionnaire was aimed at establishing the profile of the companies 
in line with the SMME classification categories as provided in Table 1.1 in Section 1.2 
of Chapter 1. The questionnaire provided confirmation in terms of the SMME status of 
the companies. 
Question 5: Is your company registered at the Companies and Intellectual 
Properties Commission (CIPC) (formerly known as CIPRO) 
Of the 24 respondents, 23 companies are registered with the Companies Intellectual 
Property Cooperation (CIPC), confirming that all the companies are formal SMME 
businesses registered in terms of the countries company registration requirements. 
One respondent did not answer the question.  
Question 6: How old is the company? 
The results from the total responses indicate that there were nine companies operating 
for three to five years, eight operating for more than five years, four operating for 
between one to three years and only two operating for zero to one year. There was 
one respondent who opted not to answer this question. 
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Question 7: How many employees are in the company? 
Of the respondents, six companies operated with one employee, when 14 companies 
have between two and five and a further three operated with between 11 and 100 
employees. There was one respondent who opted not to provide information about the 
number of employees in their company.  
Question 8: What is the turnover of the company per year/annum? 
Of the 24 respondents, five companies generated a turnover of less than R10,000 and 
another five generated more than R1 million a year. A further three companies made 
less than R50,000 and another three companies made more than R500,000. 
Furthermore, the responses indicated that two companies made less than R100,000, 
two more made less than R300,000 and another two companies made R500,000. One 
respondent did not answer this question. Figure 4.2 below is a depiction of the turnover 
responses. 
 
Figure 4.2 Company Turnover Per Annum (p.a) (Source: Author’s own, 2019) 
Question 9: In what industry or sector does your company operate – based on 
the Statistics South Africa Standard Industry Classification Codes (Stats SA 
SIC, 2012)? (You can select more than one option) 
In terms of the industry sectors the companies operate in: five of the companies 
operate in the construction sector, three in the accommodation and food service sector 
and three in the Information and Communication Technology (ICT) sector.  
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A further two in the Education sector, another two in the Transportation and Storage 
sector, with a further two in the Wholesale and Retail sector. Furthermore, a further 10 
companies operate in the Household, Arts, Electricity, Financial, Manufacturing, 
Mining, Professional Services, Public Administration, Real Estate and Water Supply 
sector each respectively. A further five companies added their sectors in the other field 
with each being in the Supply Chain, Services, Cleaning Services, Stationery and 
Marketing and Advertising sectors respectively. Some of the companies operate in 
multiple fields whereby one company operates simultaneously in the Accommodation, 
Financial and ICT sector. Another company operates in the Construction, Electricity, 
Public Administration and the Water Supply sectors at the same time. One more 
company operates in the Accommodation, Construction, Education, Mining and 
Transportation sector simultaneously with another operating in the Education, Real 
Estate and Wholesale sector.  
4.2.3 Section C: information needs 
The purpose of this section of the questionnaire was aimed at asking questions 
addressing the research questions and objectives. This section can be considered as 
the core of the study as the questions posed were anticipated to address the main aim 
of the study. 
 
Question 10: What information did you ask for when you first approached the 
UJ Centre for Entrepreneurship? (You can select more than one option) 
Question 10 was aimed at establishing what information the SMMEs on the UJCfE 
requested when they first approached the centre for assistance or information. The 
SMMEs were able to select more than one answer from the list of possible answers 
provided.  
From the results, 12 SMMEs were interested in business skills or training information; 
10 needed market or business expansion information; nine wanted to know about 
partnerships; seven needed information about tenders, six companies were interested 
in financial assistance or funding information, another six were interested in marketing 
information and a further six needed information about networking information. In 
addition, four companies wanted to know about how and where to find customers.  
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Some of the companies selected more than one answer with three companies each 
interested in competitor information, labour or human resources information, source 
of raw materials and standards or specification information. In addition, two companies 
both needed information about business registration, import and export and 
manufacturing information. There were four respondents who provided answers to the 
“other” option with each company needing information about registering on the vendor 
list, beauty information and a need to be handheld as an SMME. Of the companies 
who added an answer to the other option, one company indicated that they were 
invited to the centre instead of having approached the centre to ask for information.  
Question 11: Currently (now), what information do you need? (You can select 
more than one option) 
The aim of this question was to establish, at the time of completing the questionnaire, 
what information did the SMME need for their business. The significance of answers 
to this question rests in the main research question that focuses on establishing what 
information is needed by SMMEs. The SMMEs were able to select more than one 
answer to this question and the results are reflected in Figure 4.3. Of the total 
responses received, marketing information and tender information dominated with 11 
companies each currently needing this kind of information, followed by 10 companies 
needing customer related information and a further nine companies needing financial 
assistance information, networking information and partnership information. 
Furthermore, eight companies needed market opportunities information, seven 
needed mentoring information, six needed competitor information, five needed 
business skills and another five companies needed information about where to source 
raw materials, equipment, products and services. In addition, four companies needed 
information about standards and specifications, with two companies needing 
information about imports and exports and lastly, one company was interested in 
business registration information, another in policy related information and two more 
indicated a need for growth opportunities with the possibilities empowering internship 
students as well as funding information.  
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Question 11: Current information needs
 
Figure 4.3 Current Information Needs of SMMEs (Source: Authors own, 2019) 
Question 12: On a scale of 1 to 5, please rate the level of importance you attach 
to different kinds of information.  
1 = not important * 2 = less important * 3 = somewhat important (average) * 4 = 
important * 5 = very important 
The significance of asking this question was to establish the level of importance the 
SMMEs assign to each type of information.  
The SMMEs were able to answer more than one question and this provided the 
SMMEs with an opportunity to be able to state the importance of each type of 
information to the business. The respondents could answer based on a scale of 1 to 
5 with being very important, 4 somewhat important, 3 important, 2 less important and 
1 not important. Of the 24 respondents, one respondent opted not to answer this 
question. 
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Of the 24 respondents, 14 respondents indicated that business registration information 
is very important. When it came to business skills or training information, 17 
companies selected that the information was very important. For the question of 
competitor information (other similar business information); 11 respondents indicated 
that competitor information was very important. When it came to financial assistance 
or funding information, the results indicated that 12 respondents considered this 
information as very important. The results indicated that with the Information and 
Communication Technology information (ICT systems for your company) question, 11 
respondents deemed this information very important. A total of three considered import 
and export information as. Labour relations or human resources information was 
regarded as very important by five companies. Manufacturing information was very 
important to five companies.  
When it comes to market information that pertains to business expansion 
opportunities, 16 companies considered this information to be very important. There 
were 10 companies that indicated that marketing information is very important. The 
results show that eight companies consider mentoring information as very important. 
From the results, 13 SMMEs identified networking opportunities as very important. 
Information about partnerships is considered very important by 15 companies. When 
it comes to information such as policies, 12 respondents have indicated that this 
information is very important. There were nine SMMEs who identified that information 
about raw materials or equipment was very important. A total of three companies 
SMMEs indicated that information about standards and technical specification was 
very important. The were 10 SMMEs who indicated that this type of information was 
very important. 
Question 13: Do you know where to find information for your business? 
The SMMEs were also asked if they know where to find information. This question 
was based on the SMMEs information-seeking behaviour in terms of establishing if 
SMMEs can find information. Of the 24 SMMEs who responded, 10 indicated that they 
knew where to find information, another 10 indicated that they are unsure where to 
find information and a further three indicated that they did not knew where to find 
information. There was one respondent who did not answer the question. 
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Question 14: Where do you look for or source information from? (You can select 
more than option.) 
The importance of posing this question was to establish where SMMEs source 
information for their businesses. Of the 24 SMMEs, 22 indicated the Internet as their 
main source of information, followed by email, social media platforms, then word of 
mouth/ Each source of information was selected by 15 SMMEs simultaneously. 
Furthermore, business conferences were selected by 13 respondents and 11 
respondents identified small business supporting agencies as their sources of 
information, with a further six companies opting to source information from publications 
such as books, magazine, newsletters or newspapers. Two respondents selected 
brochures as their source of information. Lastly, one respondent opted to add the 
option of other: potential suppliers, consultants or any relevant parties in the related 
sector as a source of information.  
Question 15: Where do you prefer to find or source information? (You can select 
more than one option) 
This question aimed to establish the preference that SMMEs have in terms of where 
they want to find information. From the results, 21 SMMEs identified the Internet, 
websites and search engines as their preferred source of information, a further 13 
selected email and social media platforms, 12 prefer to find information from Small 
Business Supporting Agencies, with nine each opting to find information from 
Businesses and Business Conferences. Word of mouth was selected by eight SMMEs 
as the preferred source of information with books, magazines, newsletters, 
newspapers preferred by five SMMEs, followed by four SMMEs who selected 
Television or Radio as preferred sources of information, three SMMEs opting to find 
information from libraries, and lastly, two SMMEs prefer to source information from 
pamphlets and brochures.  
Question 16: On a scale of 1 to 5, how satisfied are you with the information that 
is currently available and accessible to you as an SMME? 
This question about the level of satisfaction when it comes to the availability and 
accessibility of information for SMMEs aimed at establishing from the SMMEs how 
satisfied they are with information that is available to them from SMME support 
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institutions and various other information sources such as websites, blogs, news 
media among others. SMMEs were able to select on a scale of 1 to 5 with 5 being – 
very satisfied, 4 – satisfied, 3 – somewhat satisfied, 2 – could be satisfied and 1 being 
– not satisfied.  
Of the 24 respondents, 11 SMMEs highlighted that they are somewhat satisfied with 
availability and accessibility of information, eight indicated that they are not satisfied, 
four indicated that they could be satisfied that but are not yet, and only five SMMEs 
indicated that they are satisfied with information accessible and available. From the 
results, one SMME opted not to answer this question. 
Question 17: What is your challenge with accessing or finding the information 
you need for your business? 
The study also aimed to establish if SMMEs experience any challenges when it comes 
to finding or accessing information for their businesses. This question was aimed at 
addressing this question or objective of the study. Of the 24 respondents, 11 
respondents indicated a challenge of information not being complete when it was 
available and another 11 indicated red tape as a challenge. Furthermore, eight 
SMMEs indicated that they lack skills to access available information, with a further 
five indicating that information was available from places they cannot access, and four 
indicated information was not available anywhere. There were two SMMEs who 
indicated that they did not know where to look for information, with another two 
indicating that information that was available was technical and one company 
indicating that there was no regulatory guidance when it comes to publishing 
information and if the information was available, it was costly to access the information. 
Only one respondent indicated that they do not experience any challenges when it 
comes to finding or accessing information.  
Question 18: On a scale of 1 to 5, how often do you need information? 
This question of frequency aimed to establish the need of SMMEs for information in 
terms of their behaviour and how often they needed the information. From the 
responses received, 11 SMMEs need information always (daily), seven SMMEs 
need information often (weekly) and six SMMEs need information fairly often 
(monthly).  
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Question 19: In what language do you prefer your information? 
When communicating, language is very important, hence the inclusion of the language 
preference question. The SMMEs were able to select more than one answer. From 
the responses, 22 respondents indicated a preference for having their information in 
English. In addition to English, two respondents also preferred their information to be 
in isiZulu, another two respondents the information to also be in Xitsonga, one 
preferred isiXhosa and one more prefers Setswana.  
Question 20: Please share any other detail about what information you need or 
is important for your business. 
The SMMEs were also offered an opportunity to answer an open-ended question, 
allowing them to provide any other additional information about their information needs 
which may not have been included in the semi-structured questions. Of the 24 
responses received, 20 respondents completed the open-ended question. As part of 
the descriptive analysis process, to analyse the open-ended answers the study 
followed a process of thematic analysis, which refers to a structured way of analysing 
qualitative data, enabling explanations and description (Saunders et al., 2016:579). 
Therefore, the process of analysing responses to this question followed a process of 
identifying reoccurring themes from the responses, which signify the importance of the 
information needed. The responses are outlined as explicitly expressed by the 
respondents and the analysis of the themes follows immediately after the responses 
are listed and detailed discussion is provided in Chapter 5. 
Respondent 3: “Fixed pricing so I know how to quote”.  
Respondent 4: “Getting the right training and funding to get proper machinery/tools.” 
Respondent 5: 
- “Funding or business seminars 
- More workshops and seminars for more knowledge and information regarding 
business 
- Business skills, life cover, investments 
- How to sustain share-holders and directors”. 
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Respondent 7: “Technology or IT systems”. 
Respondent 8: “DSM Construction has Level 5 CIDB Grading for the past three years 
whereby at UJ in the past eight on their database we only manage to do one project 
for one m a year. Surely, we can do mot than that. If we are given an opportunity”. 
Respondent 9: “Operations details: systems, prices/costs, legislation and procedures, 
for example Journal/Newspaper publishing operation or an investment/stockbroking/ 
fund management operation”. 
Respondent 10:  
- “From time to time we struggle to raise bridging finance to execute projects from 
banks and state agencies, for example SEFA, GEP, and others. 
- The turn-around time is six to eight weeks as a result one fail to deliver promptly in 
line with the 21 days period allowed before the project commences. 
- I for one will appreciate it if we SMMEs are assisted with 55-60% deposit for project. 
- funding in order for us to execute projects without any financial hustles. 
- We notice that the university does not allow cessions in terms of sourcing funding, 
kindly let us know why it's not allowed and what interventions have the institution have 
in place?” 
Respondent 11:  
- “Free or low-cost office space 
- Sponsorship 
- Free training – digital fourth industrial revolution 
- Free low-cost digital equipment”. 
Respondent 12: “What information about business opportunities”. 
Respondent 13: “Excess to funding”. 
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Respondent 14: “Government department must try to be there for us and not shut the 
doors every time we need them. At seminars the act as if they will help us when we 
go to the offices but when u go. They are forever unavailable”. 
Respondent 15: “How to do administration and bookkeeping”. 
Respondent 16: “Organisation should stop giving businesses to big companies only, 
they should trust that small company are also capable, not all companies are 
incompetent. Some of us have the industry experience and academic qualification 
for the respective industries we are in, therefore we deserve a chance. I strongly 
believe UJ should do away with Red Tapes where advertising agencies are 
concerned. Their requirements to qualify to participate in their advertising bids are 
ridiculous for a small black business”. 
Respondent 18: “Financial needs for my company”. 
Respondent 19: “Cost of Labour and professional is service is unaffordable to a start-
up”. 
Respondent 20: “Manufacturing Certificate”. 
Respondent 21: “Glass making/blowing”. 
Respondent 22: “Rural people should be educated about how and where to find 
information”.  
Respondent 23: “I need affordable accountants”. 
Respondent 24: “Funding platforms and training from informal to the formal sector”. 
Several themes came through from the open-ended questions the SMMEs had an 
opportunity to complete. The themes included training, funding and financial needs of 
SMMEs, workshops and seminars, business skills, business investment opportunities, 
Information Technology (IT) and digital equipment, opportunity to participate in the 
procurement and tender projects of UJ, as well as business opportunities for SMMEs 
not only big companies.  
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4.3 Conclusion 
Chapter 4 presented the results collected from respondents who participated in the 
study. The chapter outlined feedback collected from the respondents based on the 
questionnaire made available to the respondents. The findings and results from each 
of the questions to allow a process of analysing the results based on research 
objectives presented in Chapter 1 and 2, which was to establish what information 
SMMEs need. Chapter 5 presents a discussion of the findings and refers to literature 
available based on the identified themes from the findings. 
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Chapter 5: Discussions and recommendations  
 
Figure 5.1 Outline of Chapter 5 (Source: Authors own, 2019) 
5.1 Introduction  
Chapter 5 presents a discussion of the results and refers to literature available based 
on the identified themes from the findings. The chapter also presents a list of possible 
research focus areas that can be considered for future research. As indicated in 
Chapter 4, the analysis processes followed was descriptive with the aim to describe 
and summarise data collected. The aim of providing an analysis of the findings is to 
establish if the research objectives are achieved. The main objective of the study was 
“to establish the information needed by SMMEs for their businesses”. 
In terms of achieving the main objective, the following sub-objectives were formulated:  
- To establish what information SMMEs need; 
- To determine where SMMEs seek information;  
- To establish how SMMEs prefer to find their information; 
- To establish what challenges SMMEs encounter when seeking information. 
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5.2 Discussion of findings 
5.2.1 Section B: company information  
The findings from the section on company information indicated that nine of the 
companies have been operating for a period of between three and five years, with an 
additional eight companies operating for more than five years. The number of years 
the companies have been in existence for signified that the companies were fairly 
stable and sustainable, given that Worku (2016:135) and Strydom (2017:686) 
highlighted that the rate at which SMMEs fail is high, as many newly formed SMMEs 
do not succeed beyond three and a half years after their establishment. Gilmore and 
Carson (2018:214) highlighted that “new SME have a high failure rate; many fail in a 
relatively short period of time”. Bushe (2019:a210) also reiterated that SMMEs have a 
poor survival rate, given that 40% of SMMEs do not succeed beyond one year, 60% 
fail within their second year of operation and a further 90% do not succeed beyond 10 
years.  
Another significant result from the company information was that five companies have 
a turnover of more than R1 million and another five have a turnover of less than 
R10 000 a year. A varying disparity between the SMMEs’ turnover when it comes to 
the sustainability of the companies. It would be important to consider how much of an 
impact information can make in terms of increasing the turnover of the companies 
making less than R10 000, but more importantly – how information can contribute to 
increasing the turnover of the companies making a turnover of more than R1 million. 
Oluwaseye and Tunde (2014:29) highlighted that information is an important 
commodity every business needs to have and cannot be compromised. Information 
provides answers to business questions and these answers can include answering 
how the business can increase its turnover and be competitive given that information 
is a living object in a business lifecycle (Oluwaseye & Tunde, 2014:29). It can be 
deduced then that availability of information can assist in driving and increasing the 
turnover of businesses beyond figures that they are currently making and is therefore 
very important that SMMEs have access to information they need. It is evident that 
information can play a significant role in the survival period and turnover of SMMEs 
given that SMMEs are likely to be sustainable and competitive when they have 
sufficient information about the business and industry in which they operate. 
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Information “helps small scale traders to faultlessly do their business and stand out” 
(Oluwaseye & Tunde, 2014:29). Pypłacz and Mizera (2015:125) highlighted that in 
business operations, information is a significant contributor for a business to create 
and maintain a competitive strategy and create success which may result in increased 
turnover and sustainability in terms of the life-span of the business. Papachristodoulou 
et al. (2017:71) reiterates that information is critical given that it contributes greatly to 
the success of the business being able to be competitive in the market. Shah (2017:13) 
also highlights that in the current business environment, information is a significant 
part of survival and development in the business environments. Therefore, information 
has vital role to fulfil in the sustainability and turnover of the SMMES and needs to be 
available and accessible to the SMMEs to reduce failure rate and improve SMME 
turnover.   
5.2.2 Section C: information needs 
From the findings, the following are the main five information needs identified by the 
SMMEs when asked what their current information needs are: tender information, 
marketing information, customer information, financial assistance or funding 
information, networking information, partnerships information and market 
opportunities information. Networking information, partnerships information and 
market opportunities are paired together given that the same number of SMMEs 
identified these types of information as information they currently need. The SMMEs 
also indicated the level of importance they assign to each type of information with the 
following five types of information identified as very important by most of the SMMEs: 
business skills or training information, market information, business registration 
information, funding information, networking and partnerships information. From the 
open-ended questions a number themes also emerged and these included funding 
information, participation in tender processes and financial assistance or funding 
information. Kassim, Baharuddin, Ariff and Buyong (2016:155) lists information needs 
of SMMEs as follows: business information/opportunities, financial sources, current 
marketing trends, location, survey/research, sources of raw materials/products, 
customer information, government regulations/policies, competitors and 
method/equipment and business registration among others. From the various themes 
indicated the five themes reflected in Figure 5.2 are discussed.  
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Figure 5.2 Information needs of SMMEs (Source: Authors own, 2019) 
The SMMEs have indicated that they need information about tenders. A tender is 
defined by SA-Tenders (2015) as an offer to carry out work or supply products and 
service to a customer who has advertised the tender. Therefore, it can be deduced 
that SMMEs need information about tenders so that they can understand and 
participate in the tender processes that are available. According to Sunday World 
(2017) “state tenders are rewarding and can offer large financial benefit for small 
businesses”. Therefore, SMME-supporting institutions need to ensure that tender 
information is available to SMMEs to enable the SMMEs to participate actively in 
tender processes. Given that it is identified that funding and finance information is 
needed by SMMEs, Agwa-Ejon and Mbohwa (2015) point out that in order to provide 
adequate financial assistance SMMEs, there is a need for relevant funding information 
solutions. The two authors, Agwa-Ejon and Mbohwa (2015) recommend a need for a 
“one-stop-shop centre for SMMEs to have access to financial information and 
support”. Large funding is available to SMMEs but policymakers need to identify a 
more efficient process of making funding information and assistance available to the 
SMMEs. However, in cases where SMMEs have information about where to obtain 
financial assistance information, the processes to access the finance can be drawn-
out (Worku, 2016:138). Successful businesses that have access to funding are able 
to implement decisions, strategic plans and support operational requirements of the 
business (Wiid and Cant, 2018:211).  
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According to Roddy (2018:i) in the current world of connectedness, marketing and 
promotions are crucial in anything that happens to drive business. Marketing offers 
strategic guidance for a company to create business objectives. Therefore, it is 
essential that institutions offering services to SMMEs make available information on 
how the SMMEs can market and promote their businesses. As a result, the marketing 
and promotion information that is to be made available to SMMEs needs to include a 
clearly outlined detailed plan of marketing objectives and strategies (Roddy, 2018:15). 
According to Gilmore and Carson (2018:222), it is, therefore, crucial that SMMEs are 
assisted and provided with information on how they can market their businesses 
strategically to ensure that they are able to find and make products available to 
customers.  
Customer information has also been identified by the SMMEs as an information need 
the SMMEs have. According to Gilmore and Carson (2018:218), the core strengths of 
SME marketing are closeness to customers and delivering outstanding customer 
service. However, if SMMEs do not have information about customers, the core 
strength is non-existent and customer service will not be possible. Therefore, SMME 
supporting institutions needs to assist SMMEs with finding customers, maintaining and 
continually improving customer services. SMMEs being able to access customer 
information would assist the SMMEs to work on a customer strategy appropriate for 
the business and industry. The SMMEs would therefore enable the SMMEs in similar 
or connected industries to improve their competitive advantage that attracts and keeps 
customers (Bushe, 2019:a225).  
SMMEs use networking to collect information to use during decision-making. 
Networking activities and identifying partnerships is critical in the business lifecycle of 
SMMEs where SMMEs would actively find information about potential customers who 
may be valuable to the business. Through networking, SMMEs can gather useful 
information that guides the SMMEs decision-making process (Gilmore and Carson, 
2018:215). The significance of networking and partnership opportunity and the need 
for this type of information is an appeal to SMME supporting institutions to make 
information available to SMMEs about possible and potential networking and 
partnership opportunity that can benefit the companies and contribute to the growth 
and sustainability of the SMMEs. Information about potential market opportunities 
SMMEs can explore is important to the business success of the SMMEs.  
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As mention about business skills, training is important to equip SMMEs with business 
skills and identifying markets. Chimucheka (2015:151) highlights that small business 
training will improve the knowledge and awareness of SMMEs about the markets they 
operate in and potential markets they could explore. SMMEs need business skills that 
they can use in their business. According to Bruwer and Smith (2018:51-52), business 
skills can include, but are not limited to, accounting skills, administrative skills, 
business management skills, communications skills, computer skills, decision-making 
skills, financial management skills, leadership skills, legal skills, organising and 
planning skills. These are the different business skills which can be made available 
through various platforms. Training can be made available to the SMMEs to enable 
them to better manage their businesses. In addition, information about these skills can 
be made available to the SMMEs to refer to the information when needed.  
In addition to the themes from the responses, the study also considered the main 
sources of information SMMEs use and prefer to use when seeking information which 
includes the Internet, websites or search engines as well as email and social media 
platforms. The discussion will also briefly discuss the challenges identified by the 
SMMEs when seeking and accessing information as well as consider the language 
preferences as identified by the SMMEs.  
5.2.3 Section C: information needs – sources of information and seeking 
behaviour 
The SMMEs selected from a list of possible sources of information and identified the 
Internet, websites or search engines as well as email and social media platforms as 
the main sources of information they use and would prefer to use when looking for 
information. When it comes to sources of information, Mamabolo (2014) sums it up by 
saying: “now that we have three departments responsible for entrepreneurship 
development, (Dti, Economic Affairs, SME Ministry), we have so many quasi funding 
agencies not talking to each other. Some of the initiatives raised in these departments 
are commendable, but are overshadowed. We need co-ordination and alignment since 
part of the recommendation for the development of the SME Ministry was to co-
ordinate and align structures of the SME development to talk to one another. I hope 
this happens, otherwise we will end up with many departments, institutions and 
agencies pulling in different directions”. 
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The above quote by Mamabolo refers to the current status quo when it comes to 
SMME support or information platforms. Mamabolo (2014) says that given the different 
organisations and different information platforms available to SMMEs, it is essential 
that the organisations and information platforms are centralised and standardised and 
the newly formed Government Small Business Department needs to ensure that this 
centralisation takes place. Various and more immediate sources of information can be 
made available online to SMMEs such as making information available on a central 
SMME website; publishing regular online newsletters; sending relevant RSS feeds 
updates to SMMEs based on selected types of information; compiling business blogs 
that share crucial information for SMMEs. Other online information tools or sources 
that can be used to make information available include the use of instant social media 
platforms such as Facebook or Twitter. Business events such as networks sessions, 
workshops, conferences or exhibition targeted at SMMEs can be used as a platform 
where information can be shared with SMMEs.  
With identified information needs of SMMEs, the way SMMEs seek and prefer to find 
sources of information, Sofia and Mendes (2019:75) indicates that there is need a to 
support and make information available in real-time or close-to-real-time to different 
users using push based-based communication which take information to the seekers 
of the information. The push communication could be in the form of notifications to 
users based on information needs. The results clearly indicate that SMMEs need real-
time information for their businesses.  
5.2.4 Section C: information needs – information-seeking and access challenges  
SMMEs have identified red tape as an issue when it comes to accessing information. 
The respondents also indicated the incompleteness of information that is available as 
a major challenge faced by SMMEs. Inefficiencies in government institutions that 
support SMMEs pose a threat to SMME success. Complete information does not filter 
to the SMMEs as needed, and at times the information comes across as confusing to 
the SMMEs (BER, 2016:9). According to Boshoff (2018), in South Africa “the 
regulatory environment is hostile to small businesses”. Initiatives by the government 
to support SMMEs and make information available to SMMEs will unfortunately not 
yield positive results unless there is a serious and conscious effort to reduce the red 
tape and regulatory blockages SMMEs face (Boshoff, 2018). 
  
 
64 
 
5.3 Conclusion 
SMMEs need information for their business and prefer to find information from specific 
sources of information. However, when meeting the information needs they have, the 
SMMEs encounter challenges that make it hard to find and access information. 
Institutions exist to support the needs of SMMEs, including the SMMEs information. 
Given the results from the study and literature presented, there is a need to improve 
and amend the SMME support and information services offered to the SMMEs through 
various push communication and information tools as preferred by SMMEs. 
Recommendations will be made in Chapter 6. 
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Chapter 6: Conclusion and recommendations for future research 
 
Figure 6.1 Outline of Chapter 6 (Source: Authors own, 2019) 
6.1 Introduction  
Chapter 6 summarises and concludes the study. The chapter provides an overview of 
the intention of the study, an overview of the literature review, the design and 
methodology the study adopted, the results of the study and a brief overview of the 
discussions of the results.  
6.2 Conclusion 
SMMEs are considered integral to any country’s development and as a result, 
adequate support that is based and focused on meeting the SMME needs is important 
to ensure the success and sustainability of SMMEs. SMMEs differ significantly in their 
needs and operations with some operating with a different number of employees, 
others operating for varying periods and generating less or more turnover than others, 
among other differences. Institutions supporting and offering services to SMMEs need 
to ensure that the information needs of SMMEs are clearly understood to ensure that 
services to SMMEs needs are always needs-based. 
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The study was aimed at establishing the information needs of SMMEs and followed a 
qualitative design using questionnaires as a data collection instrument. The literature 
indicated that information is significant in any business and SMMEs to have varying 
information needs such as information on marketing, business skills, training, tenders, 
customer profiles, finance or funding, networking, partnerships, market opportunities 
as well as mentoring. The SMMEs also explicitly highlighted funding, training, UJ 
tender opportunities or projects, business investments, business workshops or 
seminars and Information Technology (IT) or digital equipment information needs, 
which are important to their businesses. As indicated, it is important for institutions 
supporting the SMMEs to understand these information needs. It must be outlined and 
understood so that the structured services can meet the information needs as 
efficiently and effectively as possible.  
Challenges when it comes to seeking and accessing information were also identified 
and as a result, the institutions that support SMMEs need to ensure that they make 
the processes of accessing information by SMMEs as efficient and timeous as 
possible. Having identified various institutions that exist to support SMMEs, it was also 
highlighted how important it is that institutions offering services and support to SMMEs 
align their SMME support services to meet the information needs of the SMMEs. 
Aligning SMME support services will ensure that when SMMEs approach the 
institutions, they receive information that will be of value to the business. Institutions 
are currently offering a wide variety of support to SMMEs. They can enhance the 
support by continuously understanding the information needs of SMMEs and aligning 
service offerings to the needs of the SMMEs, making the information available through 
the sources SMMEs prefer. Information needs of SMMEs differ at different stages of 
the SMMEs' business cycle and as a result, SMME supporting institutions need to 
ensure that there is a continuous effort to understand, adapt and make available 
needs-based information and services to SMMEs.  
The study successfully established what information SMMEs needs, how they prefer 
to source and receive the information and the challenges they encounter when they 
seek and access the information. In supporting the findings, the literature 
substantiated the identified information needs and offered possible recommendations 
on how institutions can make needs-based information available to SMMEs through 
online media such as websites, search engines, newsletters, RSS feeds, email and 
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social media platforms that provide rapid, timeous information. What remains is for 
SMME supporting institutions to consolidate and align efforts and ensure that the work 
of supporting SMMEs continues in a needs-based holistic manner that drives the 
success and sustainability of SMMEs.  
6.3 Recommendation for future research 
The study was aimed at establishing the information needs of SMMEs and focused on 
SMMEs who are on the UJCfE database. Based on the findings from the study, the 
study suggests that comprehensive and large-scale studies be conducted, focusing 
on specific aspects of SMMEs and these studies could focus on:  
- Information important for the survival and turnover of SMMEs; 
- Centralisation of Government initiatives; 
- Addressing inefficiencies in Government SMME support services. 
It will be essential to establish what actual value information contributes to the survival, 
sustainability and turnover of SMMEs as this will provide an opportunity to quantify the 
need to ensure that relevant information is always readily available and accessible to 
SMMEs. Various government initiatives, programmes and services are available to 
SMMEs but centralising these services would ensure that most, if not all, SMMEs have 
a central point of contact and access when the SMMEs need information or any 
assistance for their businesses. SMMEs identified challenges when it comes to 
accessibility and availability of information. It would be essential to conduct a study on 
addressing inefficiencies in government support services for SMMEs. Research is a 
continuous process of discovery and given the contribution that SMMEs make in the 
economy, ongoing research on SMMEs is important. The above-listed themes provide 
an overview of possible future research focus areas pertaining to SMMEs and 
information.  
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Annexure A: Permission Request Letter 
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Annexure B: Permission Confirmation 
 
 
 
  
 
82 
 
Annexure C: Questionnaire 
Google Forms Link 
 
Consent Form 
Study  Information Needs of Small Micro and Medium Enterprises (SMMES) 
Qualification MCOM Business Management (specialisation in Information and Knowledge 
Management) 
Faculty College of Business and Economics 
Purpose Obtain permission from research participations to participate in this study and 
outline information and the purpose of the study 
 
Dear Participant, 
I am a Masters Student at the University of Johannesburg, currently conducting research on the 
information needs of SMMEs in the Gauteng Province. I hereby kindly ask for your time to complete 
the following questionnaire. The aim of the study is to understand your needs as an SMME. The 
research data is collected solely for the purpose of academic research and your information will 
be treated with the utmost confidentiality and your participation is voluntary. 
 
Please do not hesitate to contact me Ms Dikomo Dorcas Rathaba (student) or my Research 
Supervisor, Dr Cor Niemand for any questions. 
 
Thank you for your willingness to participate in this study. 
 
Kind regards, 
Ms Dikomo Dorcas Rathaba    Dr Cor Niemand  
Tel: 064 900 1625      Tel: 011 559 2190    
Email: dikomor@gmail.com    Email: corn@uj.ac.za  
Participant’s Consent 
I hereby confirm that I have read and understand the conditions set out for participation in 
the above-mentioned research study. I hereby give consent/permission to Dikomo 
Dorcas Rathaba (UJ Masters Student), to use my responses to this questionnaire as part 
of her study.
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Section A: Biographic Information 
 
Question 1: What is your gender? 
Female  
Male  
Other   
Prefer not to say  
 
Question 2: What is your age range? (Please select only one option) 
 
18 - 35 years  
36 -50 years  
51 - 60 years  
Prefer not to say  
 
Question 3: Which population group do you belong to? 
 
African  
Coloured  
Indian  
White  
 
Question 4: What is your position or role in the company? 
 
Owner  
CEO (Chief Executive Officer)  
Executive Director, Senior Director, Executive Manager, General Manager, Senior 
Manager 
 
Director  
Manager  
Other  
_____________________________________________________________________ 
 
 
 
 
 
 
Continue to next page.......... 
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Section B: About the Company 
 
Question 5: Is your company registered at the Companies and Intellectual Properties 
Commission (CIPC) (formerly known as CIPRO) 
 
Yes  
No  
Registration in progress / Registration pending  
 
Question 6: How old is the company? 
 
0 – 1 year  
1 – 3 years  
3 – 5 years  
5 or more years  
 
Question 7: How many employees are in the company? 
 
1 employee  
2 – 5 employees  
11 – 100 employees  
101 – 200 employees  
201 or more employees  
 
Question 8: What is the turnover of the company per year/annum? 
 
Less than R 10 000  
Less than R 50 000  
Less than R 100 000  
Less than R 300 000  
Less than R 500 000  
More than R 500 000  
More than R 1 000 000  
Prefer not to say  
 
 
 
Continue to next page.......... 
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Section C: Information Needs Questions 
 
Question 9: In what industry or sector does your company operate - based on the Statistics 
South Africa Standard Industry Classification Codes (Stats SA SIC, 2012)? 
(You can select more than one option) 
 
Accommodation and Food Services Activities  
Activities of Extraterritorial Organisations and Bodies, not Economically Active People, 
Unemployed People 
 
Activities of Households as Employers, Undifferentiated Goods-and Services-Producing 
Activities of Households for Own Use 
 
Administrative and Support Services  
Agriculture, Forestry and Fishing  
Arts, Entertainment and Recreation  
Construction  
Electricity, Gas, Steam and Air Conditioning Supply  
Education  
Financial and Insurance Activities  
Human Health and Social Work Activities  
Information and Communication Technology  
Manufacturing   
Mining and Quarrying  
Professional, Scientific and Technical Activities  
Public administration and Defence, Compulsory Social Security  
Real Estate Activities  
Transportation and Storage  
Water Supply, Sewerage, Waste Management and Remediation Activities  
Wholesale and Retail Trade, Repair of Motor Vehicles and Motorcycles  
Other 
_____________________________________________________________________ 
 
 
 
 
 
 
 
 
Continue to next page.......... 
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Question 10: What information did you ask for when you first approached the UJ Centre for 
Entrepreneurship? (You can select more than one option) 
 
Business registration information  
Business skills or training information  
Competitor information (other similar business information)  
Customer information (how and where to find customers)  
Financial assistance or funding information  
Import and export information  
IT information (information technology systems for your company)  
Labour relations or human resources information  
Manufacturing information  
Market opportunities information (business expansion)  
Marketing information (business marketing and promotions)  
Mentoring, business skills and training information  
Networking opportunities (business networking)  
Partnership or business growth and expansion opportunities  
Policy, government regulations, legislation and acts  
Source of raw materials, equipment, products and services  
Standards or technical specifications information (i.e. SABS Standards, ISO standards, 
etc.) 
 
Tender information  
Other  
_____________________________________________________________________ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Continue to next page.......... 
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Question 11: Currently (now), what information do you need? (You can select more than 
one option) 
 
Business registration information  
Business skills or training information  
Competitor information (other similar business information)  
Customer information (how and where to find customers)  
Financial assistance or funding information  
Import and export information  
IT information (information technology systems for your company)  
Labour relations or human resources information  
Manufacturing information  
Market opportunities information (business expansion)  
Marketing information (business marketing and promotions)  
Mentoring, business skills and training information  
Networking opportunities (business networking)  
Partnership or business growth and expansion opportunities  
Policy, government regulations, legislation and acts  
Source of raw materials, equipment, products and services  
Standards or technical specifications information (i.e. SABS Standards, ISO standards, 
etc.) 
 
Tender information  
Other  
_____________________________________________________________________ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Continue to next page.......... 
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Question 12: On a scale of 1 to 5, please rate the level of importance you attach to different 
kinds of information.  
1 = not important 
2 = less important 
3 = somewhat important (average) 
4 = important 
5 = very important 
  1 2 3 4 5 
12.1 Business registration information      
12.2 Business skills or training information      
12.3 Competitor information (other similar business information)      
12.4 Customer information (how and where to find customers)      
12.5 Financial assistance or funding information      
12.6 Import and export information      
12.7 ICT information (Information and Communication Technology 
systems for your company) 
     
12.8 Labour relations or human resources information      
12.9 Manufacturing information      
12.10 Market opportunities information (business expansion)      
12.11 Marketing information (business marketing and promotions)      
12.12 Mentoring, business skills and training information      
12.13 Networking opportunities (business networking)      
12.14 Partnership or business growth and expansion opportunities      
12.15 Policy, government regulations, legislation and acts      
12.16 Source of raw materials, equipment, products and services 
information 
     
12.17 Standards or technical specifications information (i.e. SABS 
Standards, ISO standards, etc.) 
     
12.18 Tender information       
12.19 Other  
______________________________________________________ 
     
 
Question 13: Do you know where to find information for your business? 
 
Yes  
No  
Maybe  
Continue to next page.......... 
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Question 14: Where do you look or source for information? (You can select more than 
option) 
 
Books, Magazines,  Newsletters, Newspapers,  
Brochures or Pamphlets  
Business Expos (Exhibition), Road Shows  
Business Conferences, Discussions, Information Sessions, Seminars, Workshops,  
Business Conferences, Discussions, Information Sessions, Seminars, Workshops,  
Email, Social Media and other social platforms  
Libraries, Business or Information Centres  
Small Business Supporting Agencies or Organisations  
Television or Radio  
Internet, Websites, Search Engines (Online)  
Word of Mouth  
Other  
______________________________________________________________________ 
 
 
Question 15: Where do you prefer to find or source information? (You can select more than 
option) 
 
Books, Magazines,  Newsletters, Newspapers,  
Brochures or Pamphlets  
Business Expos (Exhibition), Road Shows  
Business Conferences, Discussions, Information Sessions, Seminars, Workshops,  
Business Conferences, Discussions, Information Sessions, Seminars, Workshops,  
Email, Social Media and other social platforms  
Libraries, Business or Information Centres  
Small Business Supporting Agencies or Organisations  
Television or Radio  
Internet, Websites, Search Engines (Online)  
Word of Mouth  
Other 
______________________________________________________________________ 
 
 
 
 
 
Continue to next page.......... 
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Question 16: On a scale of 1 to 5, how satisfied are you with the information that is currently 
available and accessible to you as an SMME? 
 
1 = Not Satisfied  
2 = Could be satisfied  
3 = Somewhat Satisfied (Average Satisfaction)  
4 = Satisfied  
5 = Very Satisfied  
 
Question 17: What is your challenge with accessing or finding information you need for 
your business? 
 
Information is not available anywhere  
Available information is limited (Not Complete)  
Red tape to accessing and use (processes and procedures like filling in a lot of forms)  
Lack of skills or training to access information  
Information is available from places I cannot get to/access  
I don't know where to ask or look for information  
Other 
______________________________________________________________________ 
 
 
 
Question 18: On a scale of 1 to 5, how often do you need information? 
 
1 = Never  
2 = Seldom (Once a year)  
3 = Fairly Often (Monthly)  
4 = Often (Weekly)  
5 = Always (Daily)  
 
 
 
 
 
 
 
 
Continue to next page.......... 
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Question 19: What language do you prefer your information? 
 
Afrikaans  
English  
isiNdebele (Ndebele)  
isiXhosa (Xhosa)  
isiZulu (Zulu)  
Northern Sotho (Sepedi)  
Sign Language  
Southern Sotho (Sesotho)  
Swati (siSwati)  
Tshivenda (Venda)  
Tswana (Setswana)  
Xitsonga (Tsonga)  
Other  
______________________________________________________________________ 
 
 
Question 20: Please share any other information about what information you need or is 
important for your business. 
 
 
 
 
 
 
 
 
 
 
 
………. Thank You for Your Participation ………. 
………. End of Questionnaire ………. 
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Annexure D: Confirmation from the University of Johannesburg Centre for 
Entrepreneurship  
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Annexure E: Letter from the editor 
 
 
 
